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ABSTRACT 



This report presents findings of a telephone survey of a 
nationally representative sample of 1,941 borrowers who received federal 
student loans during the 1996-97 academic year under either the Federal 
Direct Student Loan Program or the Federal Family Education Loan Program. The 
survey focused on quality and ease of loan program administration, 
satisfaction with the loan application process and servicing experiences, 
satisfaction with communications and support from the Department of Education 
and service providers, and understanding of key terms and features of the 
loan programs. Survey results were analyzed separately for student and parent 
borrowers under each program. Findings included: (1) borrowers under both 

programs were highly satisfied; (2) borrowers perceived the loan origination 
process as very or somewhat easy; (3) borrowers were generally satisfied with 
the timeliness of loan funds; (4) borrowers were satisfied with their 
counseling and contacts with the financial aid office; and (5) borrowers 
indicated relatively low awareness of key terms and features of the loan 
programs. Technical appendices include detailed tables, data on distribution 
of responses and response rates, questionnaire and item response frequencies, 
specifics of the research methodology, and the survey instruments. (DB) 
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Introduction 



Customer satisfaction surveys of borrowers are one component of an overall evaluation of the 
Federal Direct Loan Program conducted by Macro International under contract to the 
U.S. Department of Education. These surveys are designed to provide comparisons of borrowers’ 
satisfaction and experiences with the Federal Direct Loan and Federal Family Education Loan 
(FFEL) Programs, including 

• Overall quality and perceived ease of loan program administration 

• Satisfaction with the loan application process and servicing experiences 

• Effectiveness of borrower counseling 

• Satisfaction with communications and support from the Department of Education and other 
service providers (he., lenders and guaranty agencies) 

• Borrowers’ understanding of the key terms and features of the respective loan programs. 



In addition, differences in borrower experiences were examined over time and by several key 
characteristics of borrowers and institutions. 

The survey was conducted by using a telephone survey methodology. The telephone interviews were 
administered at Macro’s Burlington, Vermont, facility via computer-assisted telephone interviewing 
(CATI). DatacollectionbeganonOctober 7, 1997, and ended January 16, 1998. Calls were placed 
Monday through Sunday, from 9 a.m. to 9 p.m. local time, and were spread throughout the day in 
order to achieve the highest possible response rate. An unlimited number of attempts were made by 
interviewers to reach each qualified respondent. The overall response rate for the survey was 
77 percent, based on 1,941 responses from 2,508 eligible respondents. 

To test for nonresponse bias, an analysis of response rates by type and control and size was 
conducted (see Appendix A). This analysis revealed little variation in response rates by size, and 
a small enough variation by type and control to rule out any nonresponse bias (for example, response 
rates by type and control for students ranged from 70% for proprietary-school borrowers to 83% for 
borrowers from 4-year private institutions). 

This report is based on a nationally representative sample of borrowers who received loans during 
the 1996-97 academic year at institutions participating in our institutional survey. The starting 
sample included borrowers who received Federal student loans during the 1996-97 academic 
year — the most recent full academic year preceding the data collection period for the borrower 
survey. This sample allowed the borrower survey responses to be linked with the institutional 
characteristics and responses from the 1996 survey. 
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Introduction 



The survey results were analyzed separately for four respondent groups: 

• Direct Loan student borrowers 

• FFEL student borrowers 

• Direct Loan parent borrowers 

• FFEL parent borrowers. 



Within these groups, responses were also examined by the following borrower and institutional 
characteristics (while controlling for the different mix of schools participating in the two programs). 



Borrower Characteristics 

• Borrower Status (First-Time, Previous, In Repayment) 

• Income 

• Race/Ethnicity 

• Gender 

• Education Level (Undergraduate, Graduate). 



Institutional Characteristics 

• Institutional Type and Control 

• Size 

• Overall Institutional Program Satisfaction. 



Cross-tabs for the survey data were produced by means of the Statistical Analysis System 
(SAS), and significance tests were conducted by using WesVar.' Whenever comparative 
findings between the Direct Loan and FFEL Programs are presented, tests for programmatic 
differences were done at the 5 percent level of significance after controlling for differences in 
both type and control among institutions participating in the two programs. 

This report summarizes the findings of the 1996-97 academic-year borrower survey. Detailed 
tables illustrating the number and percentage of responses, the sample representation, and the 
response rates for several key variables by loan program are included in the appendices of the 
report. Those appendices also include: 






' WesVar was used instead of SAS, since WesVar automatically takes into account the sampling design and 
survey weights. 
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Weighted and unweighted frequencies for the four respondent groups (Direct Loan 
student borrowers, FFEL student borrowers, Direct Loan parent borrowers, and FFEL 
parent borrowers) as well as the actual number of responses 

A detailed description of the survey methodology, including a description of the 
statistical analyses 

The survey instruments. 
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During the 1996-97 academic year, both Direct Loan and FFEL borrowers were highly 
satisfied with their respective loan programs. The satisfaction of first-time borrowers 
and that of borrowers who had had previous loans did not differ significantly between 
the Direct Loan Program and the FFEL Program.^ Among all borrowers, 94 percent of 
students and 91 percent of parents expressed satisfaction with their overall loan program 
experience. When broken out by program, the percentages were 96 percent for Direct Loan 
student and parent borrowers, 93 percent for FFEL student borrowers, and 89 percent for FFEL 
parent borrowers. 

The vast majority of both student and parent borrowers perceived their 1996-97 loan 
origination process as very easy or somewhat easy. No significant differences were found 
between the Direct Loan and FFEL Programs. Among all borrowers, the percentages of 
parents indicating an overall positive rating for ease of loan origination were virtually identical 
in the two programs (80% for both Direct Loan and FFEL), while 91 percent of Direct Loan 
student borrowers and 87 percent of FFEL student borrowers expressed similar satisfaction. 

When compared with the results from our 1994-95 survey, there was a statistically significant 
7 percentage point increase in the satisfaction levels of Direct Loan student borrowers, and a 
statistically insignificant increase of 3 percentage points for FFEL student borrowers. Among 
parent borrowers, the numbers were virtually identical between the surveys, with parental 
satisfaction levels 1 percent lower for Direct Loan PLUS borrowers and 1 percent higher for 
FFEL PLUS borrowers in the 1996-97 survey. 

Although there were no programmatic differences regarding loan origination in our 1996-97 
survey, an interesting difference emerged between black and white borrowers. In particular, 
black student borrowers were significantly more satisfied with their ease of obtaining a loan 
than white student borrowers; 96 percent of black student borrowers expressed satisfaction, 
compared with 88 percent of white student borrowers. 

Borrowers were generally satisfied with the timeliness of their 1996-97 loan funds. No 
significant differences were found between Direct Loan and FFEL borrowers. The 
percentage of respondents indicating timely receipt of funds was 89 for Direct Loan students, 
83 for FFEL students, 85 for Direct Loan parents, and 86 for FFEL parents. 

When compared with the results from our 1994-95 survey, the only significant difference was 
among Direct Loan student borrowers, where satisfaction levels increased by 4 percentage 
points between 1994-95 and 1996-97 (there was no change for FFEL student borrowers). 
Among parent borrowers, satisfaction levels fell by 3 percentage points for Direct Loan PLUS 



^ Although our 1994-95 survey found that Direct Loan borrowers with previous FFELP loans were significantly 
more likely than FFEL borrowers with previous FFELP loans to cite their current experience as more positive, we 
found no significant differences among these borrowers in our 1996-97 survey. Furthermore, since our 1994-95 
survey focused on the levels of borrower satisfaction with specific aspects of the loan process and not overall 
satisfaction, responses to the “overall satisfaction” question could not be compared intertemporally. 
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borrowers and 4 percentage points for FFEL PLUS borrowers, although the differences were 
not significant. 

Although there were no significant programmatic differences expressed in borrowers’ 
responses on the issue of the timeliness of loan funds in our 1996-97 survey, an examination 
by institutional type and control showed substantially greater variation among respondents at 
FFEL schools than among those from Direct Loan schools. For example, whereas responses 
from Direct Loan borrowers were almost identical across institutional type and control 
(ranging from 88% to 90%), satisfaction ratings from borrowers at FFEL schools ranged from 
76 percent of students at 4-year public institutions to 98 percent of borrowers at proprietary 
schools. 

• A large majority of borrowers were satisfied with their entrance/exit counseling and 
other contacts with the financial-aid office. No significant differences were found 
between Direct Loan borrowers and FFEL borrowers. The specific aspects examined 
included satisfaction with the financial-aid office in explaining loan terms, satisfaction with 
the financial-aid orientation, and satisfaction with exit counseling and the associated printed 
materials. 

However, when compared with the responses from our previous survey, borrowers appeared 
to be more satisfied with both entrance and exit counseling in 1996-97 than in 1994-95. For 
example, student satisfaction with entrance counseling increased by 9 percentage points for 
Direct Loan borrowers and by 6 percentage points for FFEL borrowers from 1994-95 levels, 
while student satisfaction with exit counseling increased by 12 percentage points for Direct 
Loan borrowers and by 6 percentage points for FFEL borrowers. 

• Borrowers indicated a relatively low awareness of the key terms and features of the loan 
programs. No significant differences in borrower awareness were found between the 
Direct Loan and FFEL Programs. Although the majority of student borrowers (80%) and 
parent borrowers (74%) were able to approximate the length of time it would take to pay off 
their loans, only 25 percent of student borrowers and 48 percent of parent borrowers knew 
their interest rate within 2 percent of the actual rate, whereas slightly less than 4 percent of 
students and parents knew their interest rate exactly. Moreover, only 1 5 percent of students 
and 19 percent of parents were able to recall or estimate the amount of their most recent loan 
within 1 percent, while almost 6 out of every 10 students (59%) and almost half of all parent 
borrowers (47%) did not even know the amount of their most recent loan within 50 percent 
of the actual amount. 

In addition, when borrowers no longer in school were asked to identify three of the conditions 
required to defer payments on their loan, 41 percent of students were vmable to identify any 
of the conditions and only 23 percent were able to identify one condition. When this same 
group was asked about the consequences of defaulting on their loan, 44 percent of students and 
55 percent of parents were unable to name even one consequence of defaulting on their student 
loan. 
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When these responses were compared to those from our previous survey, it appears that 
borrowers have become less knowledgeable since 1994-95 regarding their interest rates and 
loan amounts as well as their understanding of the consequences of defaulting on their loan 
and the conditions required for a deferment. 
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Overall Satisfaction With the Loan Programs in Academic Year 
1996-97 

During the 1996-97 academic year, both Direct Loan and FFEL borrowers were highly satisfied with 
their respective loan programs, with 94 percent of student and 91 percent of parent borrowers 
expressing satisfaction with their overall loan program experience. Although there were no 
programmatic differences among student and parent borrowers, 96 percent of Direct Loan student 
and parent borrowers and 93 percent of FFEL student and 89 percent of FFEL parent borrowers 
expressed satisfaction with their overall borrowing experience (see Figures 1 and 2). 

Figure 1 

Overall Satisfaction for Student Borrowers, by Loan Program, 

Academic Year 1996-97 




■ Very Satisfied H Somewhat Satisfied I 

d Somewhat Dissatisfied U Very Dissatisfied | 



Figure 2 

Overall Satisfaction for Parent Borrowers, by Loan Program, 
Academic Year 1996-97 



60 




Direct Loan Parents FFEL Parents (%) All Parents (%) 
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When both student and parent borrowers were tested for differences in overall satisfaction by 
selected demographic and institutional characteristics, no significant differences emerged. As a 
result, differences in overall satisfaction levels among borrowers were influenced neither by 
institutional type and control or institutional satisfaction with the loan process, nor by the income 
level of the borrowers, their race or gender, and their level of education. In addition, since this 
question was not asked in our 1994-95 survey, the responses to this question could not be compared 
intertemporally. 

When loan type was taken into consideration (subsidized vs. unsubsidized), no significant 
differences in overall satisfaction emerged between subsidized and imsubsidized loan borrowers. 
However, slightly more Direct Loan borrowers who had subsidized loans expressed satisfaction 
(97%) than Direct Loan borrowers who had unsubsidized loans (94%). Identical percentages of 
subsidized and imsubsidized FFEL borrowers, 93 percent, expressed overall satisfaction with the 
student loan program. 

The only significant impact on overall satisfaction was discovered among FFEL borrowers. FFEL 
borrowers who expressed satisfaction with contacts with their lenders, guaranty agencies, or 
servicing agencies were significantly more likely to express greater satisfaction with their overall 
loan program experience. Contacts ivith the Department of Education did not have similar effects 
on the overall satisfaction levels of Direct Loan borrowers. 
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Borrowers' Satisfaction With Specific Aspects of the Loan 
Programs 

Level of Ease in Obtaining a Loan 

There was no significant difference in the perceived ease of loan origination between the two 
loan programs. As shown in Table 1, the vast majority of borrowers indicated that obtaining 
a loan was either very easy or somewhat easy. Direct Loan borrowers seemed most satisfied 
with the loan origination process, with 91 percent of those borrowers indicating that it was 
either very easy or somewhat easy to obtain a student loan. Federal Family Education Loan 
borrowers followed closely behind, with a positive rating of 87 percent. 



Tablel 

Level of Ease in Obtaining a Loan tor Student Borrowers, 
Academic Year 1996-97® 


Level of Ease 


Direct Loan 
Students 
<%) 


Students 

f%) 


All ' 
Students . 
(%) 


Very Easy 


42 


35 


38 


Somewhat Easy 


49 


52 


51 


Somewhat Difficult 


7 


10 


9 


Very Difficult 


1 


3 


2 



Interestingly, a significant difference was found in opinions regarding loan origination when 
one took into account the race of the borrower. Black student borrowers in particular indicated 
a much higher level of ease in obtaining loans than white student borrowers. As Table 2 
illustrates, 96 percent of black borrowers described their level of ease in obtaining a loan as 
very easy or somewhat easy."* This compares to the significantly lower figure of 88 percent 
for white borrowers who indicated a positive experience with loan origination. 



BEST COPY AVAILABLE 



’ Because of rounding, the numbers in this table may not add up to 100 percent. 

^ Because the numbers presented in the cells of Table 2 are rounded off, the level of ease in obtaining a loan for 
black student borrowers appears to add up to 95 percent. However, when the numbers are added first and then 
rounded, the correct percentage is 96. 
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If :f Table 2 

I'iilpiv Ease In Obtaining a Loan, by Race of Borrower, 

Academic Year 1996-97 




Black 

Borrowers 


White 

: ' SoiTowei^:';:' 


Other 

Borrowers t 


Very Easy 


42 


34 


52 


Somewhat Easy 


53 


54 


38 


Somewhat Difficult 


4 


9 


9 


Very Difficult 


1 


3 


1 



Parent borrowers also indicated a positive experience with loan origination; however, their 
positive ratings were 9 percentage points below those given by student borrowers. As shown 
in Table 3, parents rated the ease of obtaining a loan virtually the same for FFEL or Direct 
Loans, with an overall rating of 80 percent. 



Table 3 

Level of Ease in Obtaining a Loan for Parent Borrowers, 
Academic Year 1996-97 


Level of Ease 


Direct Loan 
Parenle 

(%) 


FFEL 

Parents 

(%) 


Alt 

Parents 


Very Easy 


38 


36 


37 


Somewhat Easy 


42 


44 


43 


Somewhat Difficult 


14 


14 


14 


Very Difficult 


6 


6 


6 



When compared with the results from our 1994-95 survey, there was a statistically significant 
7 percentage point increase in the satisfaction levels of Direct Loan student borrowers, and a 
statistically insignificant increase of 3 percentage points for FFEL student borrowers. Among 
parent borrowers, the numbers were virtually identical between the surveys, with parental 
satisfaction levels 1 percent lower for Direct Loan PLUS borrowers and 1 percent higher for 
FFEL PLUS borrowers in the 1996-97 survey. 
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Timeliness of Loan Funds 

Borrowers overwhelmingly indicated that they received their loans in a timely manner. 
Although there were no significant differences between programs, Direct Loan students 
seemed most satisfied, with 89 percent of such borrowers responding positively. FFEL 
students also indicated a timely receipt of funds, although their positive response rate of 
83 percent was not quite as high as that offered by Direct Loan students (Table 4). 

As Table 4 indicates, parent borrowers also expressed satisfaction with the timeliness of their 
PLUS loans. Direct Loan and FFEL parents provided nearly identical positive responses of 
85 and 86 percent respectively. Interestingly, Direct Loan parents were slightly less satisfied 
than Direct Loan students were (85% vs. 89%), whereas FFEL parents expressed greater 
satisfaction with the timeliness of loan funds than FFEL students did (86% vs. 83%). 

Students’ satisfaction with timeliness of loan funds for the Direct Loan Program increased 
significantly since the 1994-95 school year; however, FFEL student satisfaction levels have 
remained constant (85% vs. 89% and 83% vs. 83%). In contrast, parent borrowers for both 
programs are indicating slightly, but not significantly, lower levels of satisfaction. In the 
1994-95 school year, 88 percent of Direct Loan PLUS borrowers indicated timely receipt of 
funds, in contrast to the 1996-97 figure of 85 percent. FFEL PLUS borrowers experienced a 
similar drop in satisfaction levels, with 90 percent of 1994-95 borrowers indicating satisfaction 
as compared to 86 percent of 1996-97 borrowers (Table 4). 





Table 4 ; 






Percentage of Borrowers Indicating Timely Receipt 
of Loan Funds, 


: : . Academic Years 1994-95 and 1996-97 






Direct Loan 


FFEL 




’ (%) 


(%) 


' Timely Receipt 

:|:’;';-of Funds': ■ 


1994*95 


1996-97 


1994-95 


: 1996-97 


Students 


85 


89 


83 


83 


Parents 


88 


85 


90 


86 



Although no significant programmatic differences were expressed by borrowers on the issue 
of timeliness of loan funds, interesting results were found when institutional type and control 
were taken into consideration. As shown in Table 5, little variation was found in the level of 
satisfaction expressed by borrowers attending Direct Loan schools. No matter what type of 
school the Direct Lo^ borrower attended, positive ratings hovered around 89 percent. In 
contrast, FFEL schools experienced great variation; only 76 percent of 4-year public-school 
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borrowers expressed positive ratings, as compared to 98 percent of proprietary-school 
borrowers. This contrast seems to indicate that the timeliness of loan distribution is most 
consistent across the various types of institutions in the Direct Loan Program. These findings 
should come as no surprise when one takes into consideration the programmatic differences 
between the Direct Loan and FFEL Programs. The Direct Loan Program, by design, 
guarantees loan fund distribution in 24 to 72 hours. The FFEL Program has no such uniform 
time guidelines on its loan distribution practices. 



Table 5 

Level of Satisfaction With Timeliness of Loan Funds, by Type and Control of School, 

Academic Year 1996-97 




2-Year 


4-Year 


\ 4-Year 


Proprietary 




Institution 


Private 


: Public 


Institution 


Loan Type 


(%) 


(%) 


(%) 


<%) 


Direct Loan 


88 


90 


89 


89 


FFEL Loan 


89 


82 


76 


98 



When student satisfaction with the timeliness of their loan funds were compared across large 
and small schools, a significant difference emerged for FFEL borrowers. As shown in Table 6, 
FFEL borrowers who attended small institutions were somewhat more satisfied with the 
timeliness of their loan funds (89%) than were FFEL borrowers attending large institutions 
(83%). Among Direct Loan student borrowers, there were no differences by institutional size 
(87% vs. 87%). 

Greater differences in satisfaction levels were found among parent borrowers. Direct Loan 
PLUS and FFEL PLUS borrowers who affiliated with small institutions indicated higher 
satisfaction with the timeliness of loan funds (93% and 95%) than their counterparts who 
affiliated with large institutions (86% and 83%). Despite the larger gaps associated with 
parent borrowers’ satisfaction levels, no significant differences were found when one took 
institutional type and control into consideration. 
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Tables 






Percentage of Borrowers Indicating 
Timely Receipt of Loan Funds, by Institution Size, 
Academic Year 1996-97 




Direct Loan 
.(%) 


FFEL 

(%) 


Timely Receipt 
of Funds 


Small 


Large 


Small 


Large 


Students 


87 


87 


89 


83 


Parents 


93 


86 


95 


83 



Satisfaction With Entrance/Exit Counseling and Financial-Aid Contacts 

Overall, borrowers expressed great satisfaction with the loan process. Entrance counseling, 
their first experience with the loan process, seemed to be very positive for both Direct Loan 
and FFEL borrowers, with 93 percent of FFEL students and 90 percent of Direct Loan 
students expressing satisfaction with the quality of their entrance counseling. 

With respect to exit counseling, most borrowers expressed satisfaction. However, exit 
counseling satisfaction levels were somewhat lower overall than entrance counseling 
satisfaction levels. Whereas 93 percent of FFEL borrowers expressed satisfaction with 
entrance counseling, only 88 percent were satisfied with exit counseling. Similarly, 90 percent 
of Direct Loan borrowers were satisfied with entrance counseling, as compared to 85 percent 
who were satisfied with exit counseling (Table 7). 

Overall, students were much happier with both exit and entrance counseling in the 1996-97 
academic year than they had been in the 1994-95 academic year. As Table 7 illustrates, 
satisfaction levels for entrance counseling increased by 9 percent for the Direct Loan Program 
and by 6 percent for the FFEL Program, sending satisfaction levels into the 90 percent range 
for both programs. Satisfaction associated with exit counseling included an even greater 
increase of 12 percent for the Direct Loan Program, which found 1994-95 levels at 73 percent 
and 1996-97 satisfaction levels at 85 percent. FFEL satisfaction levels enjoyed an increase as 
well, but at half the rate of the Direct Loan Program, as figures moved upward from 82 percent 
to 88 percent of borrowers expressing satisfaction. 
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Table? 

Percentage Satisfied With Entrance and Exit Counseiing, 
Academic Years 1994-95 and 1996-97 






Direct Loan 


FFEL 






<%) 


(%) 




Satisfaction 


1994-95 


1996-97 


1994-95 


1996-97 


Entrance Counseling 


81 


90 


87 




93 


Exit Counseling by FAO 


73 


85 


82 




88 



The vast majority of borrowers indicated having received printed information explaining their 
1996-97 Federal loan. However, during exit counseling, more FFEL borrowers (87%) than 
Direct Loan borrowers (80%) received printed information (Table 8). 

Most FFEL and Direct Loan borrowers received information on their loan terms and 
conditions during exit counseling (89% vs. 86%); however, more FFEL students (85%) than 
Direct Loan students (76%) indicated that the various loan repayment options were explained 
to them. Also, more FFEL students (81%) than Direct Loan students (73%) indicated that the 
various loan consolidation options were explained during exit counseling (Table 8). 



table 8 






Percentage of Student Borrowers Indicating Receipt of Various Forms of 

Information 
During Exit Counseiing 


Type of Information 


Direct Loan <%) 


FFEL {%) 


Received printed information 


80 


87 


Loan terms and conditions explained 


86 


89 


Loan repayment options explained 


76 


85 


Loan consolidation options explained 


73 


81 



As shown in Table 9, most students were satisfied with the way the financial -aid staff at their 
school explained their loan terms, with 88 percent of FFEL borrowers and 79 percent of Direct 
Loan borrowers expressing satisfaction with this aspect of the process. Although FFEL 
borrowers were significantly more satisfied than Direct Loan borrowers, when institutional 

19 
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type and control and size were taken into account, FFEL borrowers were actually less satisfied 
Aan Direct Loan borrowers, suggesting large programmatic compositional effects.* 

Only 2 percentage points separated borrowers on the issue of responsiveness of financial-aid 
staff to questions and concerns, with 84 percent of Direct Loan borrowers and 86 percent of 
FFEL borrowers expressing satisfaction (Table 9). 



Table® 

Level of Student Satisfaction With Vatioue Aspects of the Loan Process, 
Acadennlc Year 1998-S7‘ 


Aspect 


Very 

Safisfied 

(%) 


ill 


Somewhat 

Satisfied 

i%) 


$omewhat 

Dissatisfied 

(%) 


Very 

Diesatisfiad 

(%) . V 


Direct 

Loan 


FFEL 


All 


Direct 

Loan 


FFEL 


All 


Direct 

Loan 


FFEL 


All 


Direct 

Loan 


FFEL 


All 


The effectiveness of entrance 
counseling 


40 


44 


43 


50 


49 


50 


8 


3 


5 


2 


3 


2 


The way the financial-aid staff 
explained loan terms 


41 


50 


46 


38 


38 


38 


15 


9 


11 


7 


4 


5 


Awareness of when loan payments 
would start 


49 


51 


50 


36 


35 


35 


11 


9 


10 


4 


5 


5 


The responsiveness of financial- 
aid staff to questions and concerris 


49 


53 


51 


35 


34 


34 


10 


9 


9 


6 


5 


5 



Outside of the financial-aid office, 91 percent of FFEL borrowers were satisfied with the way 
both their guaranty agency and their loan servicer explained their loan terms, whereas 
89 percent of FFEL borrowers expressed satisfaction with the way their lender explained the 
loan terms (Figure 3). 



* An in-depth analysis of satisfaction levels by institutional type and control reveals the reason for this surprising 
reversal of findings. Satisfaction levels for borrowers attending Direct Loan schools were highest for schools 
underrepresented in relation to the FFEL population, so that in statistically equalizing the distribution of schools in 
both programs (i.e., controlling for institutional type and control and size), the responses from borrowers from those 
types of underrepresented schools (i.e., 2-year schools) get “weighted up” to reflect the population of FFEL schools. 
Therefore, their higher levels of satisfaction take on more importance as the distribution of schools in the two 
programs is statistically equalized. 

* Because of rounding, the numbers in this table may not add up to 1 00 percent. 
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Figure 3 

Level of FFEL Student Satisfaction With Explanation of Loan Terms, 
by Guaranty Agency, Loan Servicer, and Lender 
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High levels of both Direct Loan and FFEL borrowers expressed satisfaction with their 
awareness of when their loan payments would begin (85% vs. 86%). When institutional type 
and control were taken into consideration, a significant difference was found between students 
who attended 4-year public institutions and students who attended proprietary institutions. 
Significantly more proprietary-school students expressed satisfaction with their awareness of 
when loan payments would begin than students who attended 4-year public institutions 
(Table 10). 







Table 10 






Percentage of Borrowers Indicating Satisfaction With Awareness 
of When Loan Payments Would Begin, 
by Type and Control of School 


Loan Type 


2-Year 

Institution 

V/5 (%) •• 


4-Year 

Private 

{%> 


.... 4-Year 
Public 

I 


Proprietary- 

Institution' 


Very Satisfied 


61 


47 


49 


61 


Somewhat Satisfied 


28 


38 


35 


31 


Somewhat Dissatisfied 


7 


11 


11 


5 


Very Dissatisfied 


4 


4 


5 


3 
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Borrowers from both loan programs also expressed great satisfaction with their contacts with 
the Department of Education regarding their 1996-97 student loans. Direct Loan borrowers 
as well as FFEL borrowers indicated a 90 percent satisfaction level with their contacts with 
the Department. 

As shown in Table 1 1 , parent borrowers were also satisfied with the various aspects of the 
1996-97 PLUS loan application process; however, more Direct Loan parents expressed 
satisfaction than parents who utilized the FFEL Program. Specifically, regarding the way 
financial-aid staff explained their loan terms. Direct Loan borrowers indicated greater 
satisfaction (92%) than FFEL borrowers (78%), as was also the case with the responsiveness 
of the financial-aid staff to questions from Direct Loan PLUS borrowers (88%) and from FFEL 
PLUS borrowers (71%). However, despite those seemingly large differences, when the 
composition of schools participating in the two programs was controlled for, the programmatic 
differences were no longer significant. 

Direct Loan parents and FFEL parents seemed to be equally aware of when loan payments 
would start. Still slightly more Direct Loan parents (86%) than FFEL parents (80%) 
responded positively to this question (Table 1 1). 

Overall, FFEL parents seemed to be more satisfied with the way their lender (90%), guaranty 
agency (89%), and loan servicer (89%) explained the terms of their loans than with the way 
financial-aid staff (78%) explained loan terms. 



Table 11^ 

Level of Parent Satisfaction With Various Aspects of the Loan Process, 
Academic Vear 1996-97 


Aspect 


Very 

Suti^fied 

(%) 


Somewha 

Satisfied 

(%) 


t 

1 


Somewhat 

Dis^isfiecf 

liiiiiilili 


Very 

Dissatisfied 

(%) 


Direct 

Loan 


FFEL 


All 


Direct 

Loan 


FFEL 


iiii 


Direct 

Loati 


FFEL 


Aii 


Direct 

Loan 


FFEL 


All 


The way the financiahaid staff 
explained loan terms 


34 


31 


32 


58 


47 


51 


6 


15 


12 


2 


7 


5 


Awareness of when loan 
payments would start 


43 


37 


39 


43 


43 


43 


8 


14 


12 


6 


6 


6 


The responsiveness of 
financial-aid staff to questions 
and concerns 


47 


48 


48 


41 


23 


30 


10 


19 


16 


2 


10 


7 



’ Because of rounding, the numbers in this table may not add up to 100 percent. 
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Loan Consolidation 

A larger percentage of FFEL student borrowers (50%) than Direct Loan borrowers (40%) 
indicated that they had consolidated their loans.® However, when asked whether they were 
more satisfied or less satisfied with the level of assistance they received from their loan 
servicers after consolidation, slightly more Direct consolidation loan borrowers (44%) than 
FFEL consolidation loan borrowers (42%) indicated greater satisfaction. Also, a majority of 
Direct consolidation loan borrowers (53%) and half of the FFEL consolidation loan borrowers 
(50%) indicated that they perceived no difference in the level of assistance they received from 
loan servicers after consolidation (Table 12). 

In regard to the consolidation of PLUS loans, most parents chose not to consolidate. Only 
25 percent of Direct Loan PLUS borrowers and 34 percent of FFEL PLUS borrowers chose 
to consolidate. However, of those who did consolidate, a clear majority were more satisfied 
with the level of assistance received from their loan servicers after they consolidated. Whereas 
53 percent of Direct PLUS consolidation loan borrowers indicated that they were more 
satisfied with the level of assistance they received after loan consolidation, a full 70 percent 
of FFEL PLUS consolidation loan borrowers indicated greater satisfaction. Although 17 
percent more FFEL PLUS consolidation loan borrowers expressed satisfaction (after 
controlling for institutional type and control), no significant differences were foimd between 
the two programs (Table 12). 



Table 12 

Level of Satisfaction With Level of Assistance Received 
From Loan Servicers After Consolidation 




Direct Loan 


FFEL 




(%) 


(%) . 


Level of Satisfaction 


Students 


llplllijill 


Students 


/ Parents /. 


More satisfied 


44 


53 


42 


70 


No difference 


53 


31 


50 


23 


Less Satisfied 


2 


16 


8 


7 



During much of the time our survey was in the field, the Department of Education was not accepting any new 
applications for consolidation since they were busy trying to reduce the backlog of almost 70,000 previously 
accepted applications. 
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Borrowers' Awareness of Key Features and Conditions of Their Loan 
Awareness of Loan Terms 

In addition to the items that measvired borrower satisfaction, respondents were asked a series 
of questions about their awareness of the terms and features associated with their student loan. 
The questions included the borrowers’ knowledge of the actual loan amount and interest rate 
as well as the length of time it would take to pay off the loan. 

The majority of student borrowers (80%) and parent borrowers (74%) were able to 
approximate the amount of time it would take to pay off their loans, suggesting that borrowers 
were aware that their loans had to be repaid. There were no differences between Direct Loan 
and FFEL borrowers, nor were there any differences on the bases of race, gender, educational 
status, type and control, or income level. 

When borrowers were asked to recall or estimate the exact amount of their most recent loan, 
both students and parents were remarkably ignorant of the actual loan amount. As shown in 
Table 13, only 15 percent of students and 19 percent of parents were able to recall or estimate 
the amount of their actual loan within 1 percent, whereas only a quarter of student borrowers 
and a third of parent borrowers knew their loan amount within 1 0 percent. Moreover, almost 
6 out of every 10 students (59%) and almost half of all parent borrowers (47%) did not even 
know their loan amount within 50 percent of the actual amount. There were no differences 
between Direct Loan and FFEL borrowers, nor were there any differences on the bases of race, 
gender, educational status, type and control, or income level. Furthermore, when the 
hypothesis that borrower awareness of the loan amount was influenced by overall satisfaction 
with the borrowing experience was tested, no statistical relationship was found between the 
two measures. 



Tablets 

Awareness of Loan Amount for Academic Year 1996-97, 
Direct Loan vs. FFEL 




Knowledge of Loan 
Amount 


Direct 

Loan 

Students 

{%) 


IIJfeIII? 

Students 

(%) 


All 

^;fstqienlssf;^ 

iiiPlii 


Direct 

Loan 

Parents 

. (%) ■ 


FFEL 
Parents 
• ,(%) 


• ■ 

Parents 

(%) 


Within 1 percent 


11 


17 


15 


15 


21 


19 


Within 5 percent 


17 


21 


20 


28 


27 


27 


Within 10 percent 


24 


25 


25 


36 


32 


33 


Within 25 percent 


29 


33 


32 


49 


41 


44 


Within 50 percent 


40 


42 


41 


62 


49 


53 


Greater than 50 percent 


60 


58 


59 


38 


51 


47 
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When their responses were compared to the responses of borrowers from the 1994-95 
academic year, Direct Loan students as well as both types of parent borrowers appeared to 
have become less knowledgeable over time. For example, as shown in Table 14, 15 percent 
of Direct Loan student borrowers in 1 994-95 knew their loan amount within 1 percent, 
compared to 1 1 percent in 1996-97, and 52 percent knew their loan amount in 1994-95 within 
50 percent, compared to only 40 percent in our more recent survey. For parents the same 
pattern was evident — ^whereas 24 percent of parents knew their loan amount within 1 percent 
in 1994-95, only 19 percent knew in 1996-97; furthermore, 66 percent of parents knew their 
loan amount within 50 percent in 1994-95, compared to only 53 percent in 1996-97. Thus, it 
appears that parents and Direct Loan student borrowers have become less knowledgeable over 
time regarding the amount of money borrowed through the student loan programs. 



Table 14 

Awareness of Loan Amount for Academic Year 1 994-95, 
Direct Loan vs. FFEL 


Knowledge of Loan 
Amount 


Direct 

Loan 

Students 

(%) 


FFEL 

Students 

(%) 


All 

Students 

(%) 


Direct 

Loan 

Parents 

{%) 


1 llllll 

iiisiiisnl® 

iiiiiilii 


Ail 

Parents 

{%) 


Within 1 percent 


15 


17 


17 


25 


24 


24 1 


Within 5 percent 


21 


22 


22 


36 


31 


32 


Within 10 percent 


30 


28 


28 


46 


37 


39 


Within 25 percent 


41 


38 


39 


59 


52 


53 


Within 50 percent 


52 


51 


51 


71 


65 


66 


Greater than 50 percent 


48 


49 


49 


29 


35 


34 



When borrowers were asked to identify the interest rate on their most recent student loan, both 
students and parents indicated a relatively low awareness of their respective interest rates. As 
shown in Table 15, only 25 percent of student borrowers and 48 percent of parent borrowers 
knew their interest rate within 2 percentage points of the actual rate, while slightly less than 
4 percent of students and parents knew their interest rate exactly. Although there were 
differences between student and parent borrowers, there were no differences between Direct 
Loan and FFEL borrowers, nor were there any differences on the bases of race, gender, 
educational status, type and control, or income level. There was also no statistical relationship 
between borrower awareness of the interest rate on loans and their overall satisfaction with the 
borrowing experience. 
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Table is 

Interest Rate A wareriess for the 1996-97 Academic Year, 
Direct: Loan vs. FFEL 


lihbvviedge of interest 
Rates 


Direct ■ ;? 
Loan 
Students 

{%) 


FFEL 

Students 

(%) 


'All 

Students : 
(%) ^ 


■: ;)D|t«ct 
Loan 
i FarSnts 

■ 


FFEL 

Parents 

■ (%)::, 


All 

Parents 

m 


— - 

Exactly 


4 


3 


3 


5 


3 


4 


Within 1 percent 


20 


20 


20 


52 


40 


44 


Within 2 percent 


23 


27 


25 


54 


44 


48 


Greater than 2 percent 


77 


73 


75 


46 


56 


52 



When borrowers’ responses to this question as to well as the question regarding the length of 
time necessary to pay off their loans were compared to similar questions from the 1994-95 
survey, there were no differences in interest rate awareness or in the length of tinie that 
borrowers identified as necessary to pay off the loans. Borrowers appeared to be as 
knowledgeable in 1996-97 for those two measures as they had been during the 1994-95 
academic year. 



Awareness of Deferment Conditions/ Consequences of Default 

To further examine the effectiveness of exit counseling, out-of-school student borrowers and 
transfer students were asked to identify three conditions for deferment and three consequences 
of default. Since parent borrowers are not eligible for a deferment on their PLUS loans, they 
were simply asked to identify three consequences of default. 

In terms of student awareness of deferment conditions, 41 percent were unable to identify any 
of the conditions under which they could defer payments on their loans; 23 percent were able 
to name one condition; 24 percent were able to identify two conditions; and 12 percent were 
able to list three conditions for deferment (see Table 16). There were no differences between 
Direct Loan and FFEL respondents, nor were there any differences on the bases of race, 
gender, educational status, type and control, or income level. 

The most popular deferment condition borrowers identified was attending school at least half 
time (identified by 34% of borrowers), followed by being unable to find full-time employment 
(25%), economic hardship (20%), disability (9%), and pursuing a course of study related to 
a graduate fellowship (7%). Once again, there were no differences between Direct Loan and 
FFEL borrowers. 
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When those results were compared to the results from our 1 994-95 academic-year survey, 
students appeared to have become less knowledgeable during the past 2 years. As shown in 
Table 16, approximately 23 percent of students in our 1994-95 survey were unable to identify 
any deferment conditions, whereas in our more recent survey 41 percent were unable to 
identify any deferment conditions. In a similar manner, 26 percent of students in our 1994-95 
survey were able to name one condition for deferment, whereas in our 1996-97 survey the 
number dropped to 23 percent. Even more striking was the number able to identify three 
conditions — 21 percent in 1994-95, compared to only 12 percent in 1996-97. 



Table 16 

Student Awareness of Ooforment Conditions 
for Academic Years 1994-95 and 1996-97, 
Direct Loan vs. FFEL® 




Awareness of 
Deferment 
Conditions 


1996-97 
Direct Loan 
Students 
(%) 


1996-97 

FFEL 

Students 

(%) 


1996^ 

All 

Students 
. (%) 


1994-95 
Direct Loan 
Students 

(%) 


1994-95:. 
; FFEL 
Students .. 

.. (%) . .. 


1994-95 

All 

Students 

(%) 


0 conditions 


42 


40 


41 


20 


23 


23 


1 condition 


20 


26 


23 


26 


26 


26 


2 conditions 


27 


21 


24 


29 


30 


30 


3 conditions 


11 


13 


12 


25 


20 


21 



In terms of borrower awareness of the consequences of default, student borrowers appeared 
to be more knowledgeable than parent borrowers. As shown in Table 17, although 44 percent 
of students were unable to name even one consequence of defaulting on their student loan, 
55 percent of parent borrowers were unable to name even a single consequence of default. In 
a similar manner, 27 percent of students were able to name one consequence of default, 
compared to 24 percent of parents. Although there were differences between student and 
parent borrowers, there were no differences between Direct Loan and FFEL borrowers, nor 
were there any differences one the bases of race, gender, educational status, type and control, 
or income level. 

Among both students and parents, the most frequently mentioned consequence of default was 
adverse credit reports (mentioned by 37% of students and 28% of parents), followed by 
garnishment of wages (15% of students and 1 3% of parents), the Government keeping income 
tax refunds (12% of students and 9% of parents), and litigation (10% of students and 8% of 
parents). Interestingly enough, the ordering of responses for both students and parents was 



’ Because of rounding, the numbers in this table may not add up to 100 pWcent. 
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identical, a result suggesting that students and parents view the consequences of default in a 
similar manner. 







Table 17 : 










Awareness of Default Conditions 
for the 1996-97 Academic Year, ; 
Direct Loan vs. FFEL^ 






Awareness of 
Default ■ 
Conditions 


Direct Loan 
Students 

S ,,.(%) 


FFEL 

Students 

(%) 


All 

Students 

{%) 


Direct Loan 
Parents 

(%). • 


FFEL 

Parents 

(%) 


All 

Parents 

{%) 


0 conditions 


46 


41 


44 


58 


52 


55 


1 condition 


26 


28 


27 


21 


27 


24 


2 conditions 


19 


22 


20 


15 


17 


16 


3 conditions 


9 


9 


9 


7 


5 


6 



When their responses were compared to those from our 1994-95 survey, both student and 
parent borrowers appeared to have become less knowledgeable over time regarding the 
consequences of defaulting on their student loans. For example, in our 1994-95 survey, 
26 percent of student borrowers were imable to name any of the consequences of defaulting 
(see Table 18), compared to 44 percent in 1996-97. Similarly, whereas 46 percent of student 
borrowers were able to name one consequence in 1994-95, only 27 percent were able to do so 
in 1996-97. Among parent borrowers the pattern was similar — in the 1994-95 survey almost 
50 percent of parents knew either two or three of the consequences of default, whereas in the 
1996-97 survey the number had fallen dramatically to slightly over 20 percent. 



Awai 

To 


Table 18 

reness of Default Conditions 
>r Academic Year 1994-95, 
Direct Loan vs. FFEL'^ 


Awareness of 
Default 
Conditions 


Direct Loan 
Students (%) 


: FFEL 
Students 
(%) 


All 

Students 

(%) 


Direct Loan 
Parents 
. (%) 


FFEL 
Parents 
: (%) 


Alt 

Parents 

(%) 


0 conditions 


28 


26 


26 


3 


6 


6 


1 condition 


44 


46 


46 


46 


46 


46 


2 conditions 


15 


19 


19 


30 


27 


28 


3 conditions 


13 


8 


9 


20 


21 


21 



'® Because of rounding, the numbers in this table may not add up to 100 percent. 




" Because of rounding, the numbers in this table may not add up to 100 percent. 
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Taken together, the numbers from our 1994-95 and 1996-97 surveys suggest at least two 
things — first, that from an absolute perspective, both student and parent borrowers remain 
surprisingly uninformed about the conditions required for a deferment and the consequences 
of default; and second, that from a relative perspective, borrowers today are even less 
knowledgeable than they were 2 years ago. Although there may be several explanations for 
this phenomenon, leading candidates include a booming economy with the lowest jobless rate 
in 35 years and steadily declining cohort default rates at schools — both of which lower the cost 
to students of not knowing the requisite information. 
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Comparative Satisfaction Among Borrowers With Previous Loans 

Student Borrowers 

Among student borrowers in 1996-97 who had previously borrowed, the majority perceived 
that the overall experience was about the same as with their previous loan (75%); 18 percent 
perceived their recent experience as more positive; only 7 percent perceived their recent 
experience as less positive (Table 19). 



Table 19 

Level of Student Sadsfaoticn Widi Various Aspects of the Loan Process, 
Comparing Thetr 1 996-97 Loan Experience With Thefr Previous Loan Experience^* 


Aspect 


More 

Positive 

{%) 


|i|||||i||i|| 

Positive 

{%) 


About the 
Same 
{%) 


Direct 

Loan 


FFEL 


All 


Direct 

Loan 


FFEL 


All 


Direct 

Loan 


FFEL 


Alt 


Overall Satisfaction 


18 


18 


18 


7 


7 


7 


75 


75 


75 


Loan application process 


20 


18 


19 


2 


5 


3 


78 


77 


78 


Timeliness of loan funds 


23 


17 


20 


9 


14 


12 


68 


68 


68 


Explanation of loan terms by 
financiaLaid office 


8 


11 


10 


8 


9 


8 


84 


81 


82 


Entrance counseling 


7 


10 


9 


8 


7 


7 


85 


83 


84 


Contacts with the Department 
of Education 


13 


8 


9 


3 


6 


5 


84 


87 


86 


Explanation of loan terms by 
lender 


15 


6 


7 


6 


3 


3 


80 


91 


90 


Explanation of loan terms by 
guaranty agency 


1 


6 


5 


8 


5 


5 


91 


90 


90 


Explanation of loan terms by 
loan servicer 


1 


3 


3 


1 


4 


4 


98 


93 


93 


Exit counseling 


14 


9 


9 


1 


8 


7 


85 


83 


84 



When asked to compare specific aspects of the loan process, the majority of student borrowers 
expressing an opinion responded that their 1996-97 experiences were about the same as their 
previous borrowing experiences. Although there were no significant differences between 



Because of rounding, the numbers in this table may not aM iip to 1 00 percent. 
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Direct Loan borrowers and FFEL borrowers, among those who expressed an opinion the most 
frequently mentioned positive aspect of their most recent borrowing experience was the 
timeliness of receiving loan funds (mentioned by 20% of borrowers — see Table 19), the loan 
application process (19%), the explanation of terms by the financial-aid office (10%), contacts 
with the Department of Education (9%), entrance counseling (9%), and exit counseling (9%). 

Among student borrowers, when the responses of Direct Loan borrowers with previous FFEL 
loans were compared to the responses of FFEL borrowers with previous FFEL loans, there 
were no differences in satisfaction between the groups — neither in terms of the overall loan 
process nor in regard to specific aspects of the process. This can be compared with the results 
from our 1994-95 survey, where Direct Loan borrowers with previous FFELP loans were 
significantly more likely than FFEL borrowers with previous FFELP loans to cite their current 
experience as more positive. Furthermore, there were no differences on the bases of race, 
gender, educational status, institutional type and control, or income level. 



Parent Borrowers 

Among parent borrowers in 1996-97 with previous loans, the majority responded that the 
overall experience was about the same as with their previous loan (71%); 15 percent perceived 
their recent experience as more positive, and 14 percent perceived their recent experience as 
less positive. As shown in Table 20, when asked to compare specific aspects of the loan 
process, the majority of parent borrowers expressing an opinion perceived their 1996-97 
experiences as being about the same as their previous borrowing experiences. Although there 
were no significant differences between Direct Loan and FFEL borrowers (other than the fact 
that the responses from FFEL borrowers had a higher variance), among those expressing an 
opinion the most frequently mentioned positive aspect of their most recent borrowing 
experience was the explanation of terms by the guaranty agency (mentioned by 24% of FFEL 
borrowers) and the loan servicer (24%), the explanation of loan terms by the lender (22%), 
contacts with the Department of Education (20%), the loan application process (20%), the 
explanation of loan terms by the financial-aid office (17%), and the timeliness of receiving 
loan funds (15%). 
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Table 20 

Level of Parent Satlefectloii With Vartoua Aspects of the Loan Process, 
Comparing Their 1996-S7 Loan Experience With Their Previous Loan Experience’^ 


Aspect 


More 

Positive 

(%) 


Less 

Positive 

f/c) 


About the 
Same 
{%) 


Direct 

Loan 


FFEL 


iiiiiii 


Direct 

Loan 


FFEL 


Ali 


iilfiliii: 


FFEL 


All 


Overall Satisfaction 


10 


20 


15 


3 


23 


14 


87 


58 


71 


Loan application process 


15 


25 


20 


3 


3 


3 


82 


73 


77 


Timeliness of loan funds 


12 


18 


15 


1 


17 


10 


87 


65 


75 


Explanation of loan terms by 
financiaEaid office 


7 


24 


17 


0 


12 


7 


93 


63 


76 


Contacts with the Department 
of Education 


6 


34 


20 


1 


6 


4 


93 


59 


77 


Explanation of loan terms by 
lender 


NA 


22 


22 


NA 


3 


3 


NA 


75 


75 


Explanation of loan terms by 
guaranty agency 


NA 


24 


24 


NA 


3 


3 


NA 


73 


73 


Explanation of loan terms by 
loan servicer 


NA 


24 


24 


NA 


3 


3 


NA 


73 


73 



32 



” Because of rounding, the numbers in this table may not add up to 100 percent. 
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This report represents the fourth and last in our series of reports describing the events 
surrounding the Direct Loan Program during the 1996-97 academic year. Other available 
reports for the 1996-97 academic year include 

• Survey of Institutions Participating in the Federal Direct Loan and Federal Family 
Education Loan Programs: Academic Year 1996-97 

• Assessment of Department of Education Administration of the Direct Loan Program: 
Academic Years 1995-96 and 1996-97 

• Case Study Summary Report: Academic Year 1996-97. 
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Appendix A 



Distribution of Responses and Response Rates 



All Student Borrowers 


Variable 


Initial V 
Sample (#) 


Initiai 
Sample (%) 


Respondent 
Sample (#) 


Respondent 
Sample {Vo) 


Response 

Rate 


Institution Type and Control 


4 Year Public 


626 


31.2 


485 


31.3 


77.5 


4 Year Private 


555 


27.6 


459 


29.6 


82.7 


2 Year Public 


299 


14.9 


230 


14.8 


76.9 


2 Year Private 


102 


5.1 


79 


5.1 


77.5 


Proprietary 


427 


21.3 


298 


19.2 


69.8 


Institution Size 


Small 


980 


48.7 


756 


48.7 


11. \ 


Large 


1031 


51.3 


795 


51.3 


77.1 



All PLUS Borrowers 


Variable 


Initial 
Sample (#) 


Initial 
Sample (%) 


Respondent 
Sample (#) 


Respondent 
Sample (%) 


Response 

Rate 


Institution Type and Control 


4 Year Public 


180 


36.2 


141 


36.2 


78.3 


4 Year Private 


142 


28.6 


123 


31.5 


86.6 


2 Year Public 


46 


9.3 


37 


9.5 


80.4 


2 Year Private 


21 


4.2 


17 


4.4 


81.0 


Proprietary 


108 


21.7 


72 


18.5 


66.7 


Institution Size 


Small 


212 


42.7 


164 


42.1 


77.4 


Large 


285 


57.3 


226 


57.9 


79.3 
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Direct Loan PLUS Borrowers 


Variable 


Initial 
Sample (#) 


Initial 
Sample (%) 


Respondent 
Sample (#) 


Respondent 
Sample (%) 


Response 

Rate 


Imstitiuitiom Type and Control 


4 Year Public 


109 


42.2 


86 


43.4 


78.9 


4 Year Private 


60 


23.3 


54 


27.3 


90.0 


2 Year Public 


22 


8.5 


18 


9.1 


81.8 


2 Year Private 


11 


4.3 


7 


3.5 


63.6 


Proprietary 


56 


21.7 


33 


16.7 


58.9 


Institution Size 


Small 


114 


44.2 


83 


41.9 


72.8 


Large 


144 


55.8 


115 


58.1 


79.9 



FFEL PLUS Borrowers 


Variable 


Initial 
Sample (#) 


Initial 
Sample (%) 


Respondent 
Sample (#) 


Respondent 
Sample (%) 


Response 

Rate 


Institution Type and Control 


4 Year Public 


70 


29.4 


55 


28.6 


78.6 


4 Year Private 


82 


34.5 


69 


35.9 


84.1 


2 Year Public 


24 


10.1 


19 


9.9 


79.2 


2 Year Private 


10 


4.2 


10 


5.2 


100.0 


Proprietary 


52 


21.8 


39 


20.3 


75.0 


Institution Size 


Small 


97 


40.6 


81 


42.2 


83.5 


Large 


142 


59.4 


111 


57.8 


78.2 



BEST COPY AVAILABLE 




38 



2 



Direct Loan Student Borrowers 


Variable 


Initial 
Sample (#) 


Initial 
Sample (%) 


Respondent 
Sample (#) 


Respondent 
Sample (%) 


Response 

Rate 


Institution Type and Control 


4 Year Public 


406 


37.7 


322 


37.8 


79.3 


4 Year Private 


234 


21.7 


199 


23.4 


85.0 


2 Year Public 


160 


14.9 


128 


15.0 


80.0 


2 Year Private 


45 


4.2 


36 


4.2 


80.0 


Proprietary 


231 


21.5 


166 


19.5 


71.9 


Institution Size 


Small 


516 


47.9 


408 


47.9 


79.1 


Large 


561 


52.1 


443 


52.1 


79.0 



FFEL Student Borrowers 


Variable 


Initial 
Sample (#) 


Initial 
Sample (%) 


Respondent 
Sample (#) 


Respondent 
Sample (%) 


Response 

Rate 


Institution Type and Control 


4 Year Public 


220 


23.6- 


163 


23.3 


74.1 


4 Year Private 


320 


34.3 


260 


37.1 


81.3 


2 Year Public 


139 


14.9 


102 


14.6 


73.4 


2 Year Private 


58 


6.2 


43 


6.1 


74.1 


Proprietary 


196 


21.0 


132 


18.9 


67.3 


Institution Size 


Small 


464 


49.7 


348 


49.7 


75.0 


Large 


470 


50.3 


352 


50.3 


74.9 
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Appendix B 

Questionnaire and Item Response Frequencies 



Direct Loan Student Responses 



BORROWER TELEPHONE SURVEY 
DIRECT LOAN STUDENT BORROWERS 



SECTION B: LOAN ORIGINATION, ENTRANCE COUNSELING, 
AND IN-SCHOOL FINANCIAL-AID CONTACTS 



B.l The next few questions pertain to the loan application process for your 1996-97 loan. 
Would you describe the level of ease in obtaining your 1996-97 {LOANDEF} as 
[Read list] 











Mil 






Very easy 


38.1 


41.7 


39.0 


42.7 


Somevdiat easy 


48.4 


49.2 


49.6 


49.9 


Somewhat difficult 


8.9 


6.5 


9.2 


6.6 


Very difficult 


2.1 


1.3 


2.2 


1.3 


Don’t Know 


2.5 


1.4 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.2 In your opinion, did you receive your loan funds in a timely manner? 













gil 




Yes {SKIP TO B.4} 


85.9 


89.1 


87.1 


90.0 


No 


12.7 


9.9 


12.9 


10.0 


Don’t Know {SKIP TO B.4} 


1.4 


1.0 


0.0 


0.0 


Refused {SKIP TO B.4} 


0.0 


0.0 


0.0 


0.0 
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B.3 Did the delay in receiving your loan funds have any of the following effects? 
[Read list, select all that apply] 





,r“ Total. ■ 








:w ; ' 


W 




Delayed registration 


10.8 


9.4 


12.9 


10.6 


Delayed you from starting classes on time 


8.3 


6.3 


9.9 


7.1 


Caused you to drop out of school 


0.8 


0.0 


1.0 


0.0 


Caused you to apply for a bridge or emergency loan, or extra financing 


23.3 


28.2 


27.7 


31.5 


Other [specify] 


40.8 


45.3 


48.5 


50.8 


Don't Know 


15.8 


Ho.7 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4 Overall, how satisfied were you with each of the following aspects of your 1996-97 loan 
process? Were you very satisfied, somewhat satisfied, somewhat dissatisfied, or very 
dissatisfied? 

[Repeat list of responses for each question, as needed] 

B.4AThe effectiveness of the financial aid orientation you received 





' :TotaI ; *;: ■ ■ 


: : Valid - « ' : 




:uw ; 




' uw : 


: ' w: , 


Very satisfied 


42.3 


38.9 


44.1 


40.4 


Somewhat satisfied 


45.0 


48.3 


46.9 


50.2 


Somewhat dissatisfied 


6.5 


7.4 


6.7 


7.6 


Very dissatisfied 


r 2.1 


1.8 


2.2 


1.8 


Don't Know 


4.0 


3.6 


0.0 


0.0 


Refused 


0.1 


0.0 


0.0 


0.0 



B.4B The way the financial aid staff at {SCHOOL NAME} explained you loan terms 







:r:.:;Va 










" mv-i 


, : w : .. 


Very satisfied 


43.4 


39.4 


44.7 


41.1 


Somewhat satisfied 


36.5 


36.1 


37.7 


37.6 


Somewhat dissatisfied 


11.0 


14.3 


11.4 


14.9 


Very dissatisfied ’ 


6.1 


6.2 


6.3 


6.5 


Don't Know 


2.8 


4.0 


0.0 


0.0 


Refused 


0.1 


0.0 


0.0 


0.0 
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B.4C Your awareness of when your loan payments would start 





Iv''' 












Very satisfied 


49.4 


45.7 


51.5 


48.4 


Somewhat satisfied 


32.9 


34.2 


34.4 


36.3 


Somewhat dissatisfied 


9.5 


10.5 


9.9 


11.1 


Very dissatisfied 


4.0 


4.0 


4.2 


4.2 


Don't Know 


4.1 


5.6 


0.0 


0.0 


Refused 


0.1 


0.0 


0.0 


0.0 



B.4DThe responsiveness of the financial aid staff to your questions and concerns 







;;y.3EUIU ‘ 


'>^1 f 








Very satisfied 


50.5 


48.0 


51.7 


48.7 


Somewhat satisfied 


31.7 


34.7 


32.5 


35.2 


Somewhat dissatisfied 


9.2 


9.8 


9.4 


9.9 


Very dissatisfied 


6.3 


6.1 


6.5 


6.1 


Don't Know 


2.1 


1.5 


0.0 


0.0 


Refused 


0.1 


0.0 


0.0 


0.0 



B.4E Explanation by the financial-aid office of the steps of the loan process required for transferring 
schools 





\ yl'xl 












Very satisfied 


24.7 


21.9 


40.4 


34.5 


Somewhat satisfied 


22.4 


27.8 


36.7 


43.9 


Somewhat dissatisfied 


7.5 


8.7 


12.3 


13.8 


Very dissatisfied 


6.5 


5.0 


10.6 


7.8 


Don't Know 


38.8 


36.6 


0.0 


0.0 


Refused 


0.1 


0.0 


0.0 


0.0 



{IF LOANDEF NE FFESSL OR FFEUSL, THEN SKIP TO LABEL C.l } 
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B.4F The way your lender explained your loan terms 







Valid':: it:: 








;.iw: : 




Verv satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat dissatisfied 


0.0 


0.0 


0.0 


0.0 


Verv dissatisfied 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4G The way your guarantee agency explained your loan terms 











:: ^ iqw f: 


livwtu 




titwzr^ 


Very satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat dissatisfied 


0.0 


0.0 


0.0 


0.0 


Very dissatisfied 


0.0 


0.0 


0.0 


0.0 


Don't Know 


r 0.0 


^ 0.0 


0.0 


^ 0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4HThe way your loan servicer explained your loan terms 







itaii||::!|: 
















Very satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat dissatisfied 


0.0 


0.0 


0.0 


0.0 


Very dissatisfied 


0.0 


0.0 


0.0 


0.0 


Don't Know 


r 0.0 


r 0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


^ 0.0 
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SECTION C: EXIT COUNSELING 



LABEL C. 1 {IF INSCH NE 0 OR TRNSFR=1 THEN SKIP TO D. 1 } 

C. 1 Now I would like for you to think about any financial aid exit counseling that you received 
prior to leaving {SCHOOL NAME}. 

How satisfied were you with the effectiveness of exit counseling you received in helping 
you to understand the terms of your 1996-97 loan? Were you 

[Read list] 









mmt- 








Very satisfied 


27.5 


18.8 


27.8 


18.9 


Somewhat satisfied 


24.3 


27.9 


24.6 


28.0 


Somewhat dissatisfied 


5.1 


6.1 


5.2 


6.1 


Very dissatisfied 


2.9 


2.7 


2.9 


2.7 


Did not receive exit counseling 


39.0 


44.1 


39.5 


44.4 


Don't Know 


1.3 


0.5 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



C.2 Did you receive any printed information explaining your 1996-97 Federal loan during exit 
counseling? 





^Toteii 








^^uwr’ 


;^;w . 


Yes 


86.9 


72.9 


90.2 


78.1 


No {SKIP TO C.4} 


9.4 


20.4 


9.8 


21.9 


Don't Know {SKIP TO C.4} 


3.7 


6.7 


0.0 


0.0 


Refused {SKIP TO C.4} 


0.0 


0.0 


0.0 


0.0 
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C.3 How satisfied were you with this printed information in terms of helping you to understand 
the terms of your loan? Were you 

[Read list] 





.Total 


.".Valid! 


: UW . : 




■'■'UW ' 3 




Very satisfied 


56.6 


42.6 


57.7 


42.8 


Somewhat satisfied 


39.2 


50.4 


39.9 


50.6 


Somewhat dissatisfied 


1.8 


5.8 


1.8 


5.9 


Very dissatisfied 


0.6 


0.7 


0.6 


0.7 


Don't Know 


1.8 


0.4 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



C.4 Were your loan payment terms and conditions explained to you during exit counseling? 





J ‘ Totaf - * : 




Jid_ • ; > ^ ■ 


‘:tm: ; 




'UWJ: 


; wr|\ 


Yes 


85.9 


79.0 


87.7 


84.5 


No 


12.0 


14.4 


12.3 


15.5 


Don't Know 


2.1 


6.5 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



C.5 Were the various loan repayment options explained to you during exit counseling? 







! Valid'*-'-'? 


■ uw. - 




•: :;uw! ; 


V ■ "w 


Yes 


78.5 


72.7 


80.6 


74.1 


No 


18.8 


25.3 


19.4 


25.9 


Don't Know 


2.6 


2.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



C.6 Were the various loan consolidation options explained to you during exit counseling? 





J , ' Total ' ' j..! i 


■ r4Valid a 




' :W : ■ 


? f 




Yes 


69.1 


63.9 


76.3 


72.1 


No 


21.5 


24.7 


23.7 


27.9 


Don't Know 


9.4 


11.4 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION D: BORROWER AWARENESS OF LOAN TERMS 



D.l The next series of questions deals with the key terms, features, and conditions of your 
1996-97 student loan. 

First of all, what was the approved amount of your {LOANDEF} for the 1996-97 academic 
year? 

[If respondent cannot provide exact amount, probe for approximate amount] 

[If respondent received two loans of the same type during the 1996-97 school year, ask for 
the amount of the most recent loan] 





vTotaL,. : . 






w ,■ 


.. mh 


i! h- ‘ ’>yr ’^4' 


Amount 


16.2 


15.1 


23.5 


23.2 


Approximate amount 


52.8 


50.0 


76.5 


76.8 


Don’t Know 


30.3 


34.5 


0.0 


0.0 


Refused 


0.7 


0.4 


0.0 


0.0 



D.2 What is your interest rate for your 1996-97 {LOANDEF}? 

[If respondent cannot provide exact amount, probe for approximate amount] 

[If respondent received two loans of the same type during the 1996-97 school year, ask for 
the amount of the most recent loan] 





' Total 


Valid 


xm 


W 


'UW 


: . . W 


Rate 


7.9 


6.3 


23.4 


20.2 


Estimated rate 


25.7 


24.9 


76.6 


79.8 


Don’t Know 


65.9 


68.5 


0.0 


0.0 


Refused 


0.5 


0.3 


0.0 


0.0 



D.3 Approximately how many years do you think it will take you to pay off all of your Federal 
loans incurred while attending school? 





' Total' ' 




.{■pw- 1 








Years 


79.3 


81.5 


99.4 


99.3 


Already paid 


0.5 


0.5 


0.6 


0.7 


Don’t Know 


20.1 


18.0 


0.0 


0.0 


Refused 


0.1 


0.0 


0.0 


0.0 



{IF INSCH=1 OR TRNSFR = 1 THEN SKIP TO LABEL E.l } 
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D.4 Can you please tell me three conditions under which you are allowed to defer repayment of 
your 1996-97 student loan? 

[Do not read list] 





: ; Total ; 


Valid 


uw- 


. w ; :■ 


yw ; 


:: ,W . ' 


Attending school at least half-time 


23.1 


24.6 


31.1 


36.1 


Pursuing a course of study related to a graduate fellowship 


5.1 


5.0 


6.8 


7.3 


Disabled, pursuing a rehabilitation training program 


7.0 


4.8 


9.4 


7.1 


Unable to find full-time employment 


17.4 


14.0 


23.4 


20.6 


Economic hardship 


14.2 


11.5 


19.1 


16.9 


Other [Specify] 


7.6 


8.2 


10.3 


12.0 


Don't Know 


25.5 


31.9 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.5 Can you please tell me three possible consequences of defaulting on your 1996-97 student 
loan? 

[Prompt, if necessary: What kinds of actions can the Government take if your loan is in 
default?] 

[Do not read list] 





Total ;- 


r: I':.-. Valid:': : 


uw: 


' ' -W ^ V 




*: w-'- 


Adverse credit reports 


24.5 


18.3 


35.3 


28.7 


Garnishment of wages 


13.5 


13.4 


19.5 


21.1 


Litigation 


7.6 


12.0 


10.9 


18.8 


Government keeps lottery winnings 


0.5 


0.6 


0.7 


0.9 


Government keeps income tax refunds 


9.6 


7.6 


13.9 


12.0 


Other [Specify] 


13.8 


11.7 


19.8 


18.4 


Don't Know 


30.5 


36.4 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION E: CONTACT/COMMUNICATIONS WITH THE DEPARTMENT OF 

EDUCATION 



LABEL E.l {IF LOANDEF NE FDSSL OR FDUSL, THEN SKIP TO E.5} 

E. 1 The next few questions ask about specific contacts or communications that you have had with 
the Department of Education and its loan servicers to whom you will make, or are currently 
making, payments on your 1 996-97 loan. 

Did you have any contact with the Department of Education and its loan servicers regarding 
your 1996-97 {LOANDEF}? 









riafWH 








Yes 


17.4 


18.2 


17.7 


18.6 


No {SKIP TO LABEL F.l} 


80.6 


79.6 


82.3 


81.4 


Don't Know {SKIP TO LABEL F. 1 } 


1.9 


2.1 


0.0 


0.0 


Refused {SKIP TO LABEL F. 1 } 


0.1 


0.0 


0.0 


0.0 



E.2 Have you contacted the Department of Education and/or its loan servicers for any of the 
following reasons pertaining to your 1996-97 loan? 

[Read list of items and select all that apply] 

[Prompt, if necessary: “Did you contact the Department of Education or its loan servicers 
for...”] 





Total 


Valid 


; uw 


w 


UW : 


■ w : 


Explanation of loan terms 


12.8 


14.0 


13.6 


16.8 


Loan repayment information [Prompt, if necessary: 
For example, payment due date, payment amount, 
where to send payment] 


27.1 


26.0 


28.8 


31.1 


Change of address 


5.9 


4.3 


6.2 


5.2 


Loan deferment 


21.3 


17.8 


22.6 


21.4 


Loan forbearance 


5.9 


0.6 


6.2 


0.7 


Loan delinquency 


0.5 


0.0 


0.6 


0.0 


Loan default 


0.0 


0.0 


0.0 


0.0 


Loan consolidation 


6.9 


4.9 


7.3 


5.8 


Other [specify] 


13.8 


16.0 


14.7 


19.1 


Don’t Know 


5.9 


16.4 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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E.3 On a scale of one to five, with one being the lowest and five being the highest, how would you 
rate your level of satisfaction with each of the following items when contacting the Department 
of Education or its loan servicers regarding your 1996-97 loan? 

E.3A The helpfulness of representatives 





_ Total - ’ ; 


Valid 


’ w : : 


. W 


UW . 


W 


1 


4.7 


8.8 


5.1 


9.5 


2 


2.0 


0.2 


2.2 


0.2 


3 


10.1 


6.3 


10.9 


6.8 


4 


25.0 


27.8 


26.8 


30.1 


5 


51.4 


49.1 


55.1 


53.3 


Don't Know 


6.8 


7.8 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.3B The courtesy of representatives 





Total 


Valid 


UW 


W 


UW : 


W 


1 


1.4 


6.3 


1.4 


6.7 


2 


2.7 


4.1 


2.9 


4.3 


3 


6.1 


4.6 


6.5 


4.8 


4 


26.4 


28.5 


28.1 


30.3 


5 


57.4 


50.7 


61.2 


53.8 


Don't Know 


6.1 


5.9 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.3C The level of knowledge of representatives 





Total ! 


' - . Valid 


'';UW 


• W 


■ tJW ■ • 


W ' 


1 


4.7 


7.2 


5.0 


7.7 


2 


0.7 


0.0 


0.7 


0.0 


3 


9.5 


9.6 


10.1 


10.2 


4 


22.3 


24.6 


23.7 


26.2 


5 


56.8 


52.5 


60.4 


55.9 


Don't Know 


6.1 


6.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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E.3D The timeliness in processing of addressing your requests 















ytw 


I 


6.8 


lO.O 


7.3 


10.6 


2 


2.0 


0.2 


2.2 


0.2 


3 


16.2 


15.2 


17.5 


16.2 


4 


20.3 


26.4 


21.9 


28.1 


5 


47.3 


42.1 


51.1 


44.8 


Don't Know 


7.4 


6.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.3E The usefulness of the information you received 





'r:;, ;?Totai\,;:r^'^ 








’.r tfw^ , 


S' <• 


1 


3.4 


6.6 


3.7 


7.4 


2 


2.7 


2.9 


3.0 


3.2 


3 


7.4 


3.8 


8.1 


4.3 


4 


21.6 


18.7 


23.7 


20.8 


5 


56.1 


57.7 


61.5 


64.2 


Don't Know 


8.8 


10.2 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.4 Overall, how satisfied are you with any contacts that you have had with the Department of 
Education and its loan servicers regarding your 1996-97 loan? Are you 

[Read list] 







KtaiidTru: 


i:uw M 








Very satisfied 


62.2 


54.9 


63.0 


55.0 


Somewhat satisfied 


29.1 


35.2 


29.5 


35.3 


Somewhat dissatisfied 


4.1 


2.2 


4.1 


2.2 


Very dissatisfied 


3.4 


7.5 


3.4 


7.5 


Don't Know 


1.4 


0.2 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



{SKIP TO LABEL FT} 

O 

ERIC 
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E.5 The next few questions ask about specific contacts or communications that you have had with 
the Department of Education regarding your 1996-97 loan. 

Did you have any contact with the Department of Education regarding your 1996-97 loan? 





■* . -S’ V •«! ^ 

Total’'""" 


^ * *. » '-Valid — r ’ 






MUW V 


; ,w ' ’ 


Yes 


0.0 


0.0 


0.0 


0.0 


No {SKIP TO LABEL F.l} 


0.0 


0.0 


0.0 


0.0 


Don't Know (SKIP TO LABEL F. 1 } 


0.0 


0.0 


0.0 


0.0 


Refused (SKIP TO LABEL F. 1 } 


0.0 


0.0 


0.0 


0.0 



E.6 Have you contacted the Department of Education for any of the following reasons pertaining 
to your 1996-97 loan? 



[Read list of items and select all that apply] 

[Prompt, if necessary: “Did you contact the Department of Education for...”] 





tttl Total] 

> ^ V’ ^ ■3- V • • -if 


i.ir: Valid' 






^ 'W V 


^ " ■ W; ' ' 


Explanation of loan terms 


0.0 


0.0 


0.0 


0.0 


Loan repayment information [Prompt, if necessary: 
For example, payment due date, payment amount, 
where to send payment] 


0.0 


0.0 


0.0 


0.0 


Change of address 


0.0 


0.0 


0.0 


0.0 


Loan deferment 


0.0 


0.0 


0.0 


0.0 


Loan forbearance 


0.0 


0.0 


0.0 


0.0 


Loan delinquency 


0.0 


0.0 


0.0 


0.0 


Loan default 


0.0 


0.0 


0.0 


0.0 


Loan consolidation 


0.0 


0.0 


0.0 


0.0 


Other [specify] 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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E.7 On a scale of one to five, with one being the lowest and five being the highest, how would you 
rate your level of satisfaction with each of the following items when contacting the Department 
of Education regarding your 1996-97 loan? 

E.7A The helpfulness of representatives 









'S- 1 






SWIi' 




1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.7B The courtesy of representatives 







^|-;V Valid 










1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.7C The level of knowledge of representatives 







::sls;vaiid'irfn' 


tXVWM 




•'*w 1: 




1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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E.7D The timeliness in processing of addressing your requests 





- > 




'Valia: .: t : 








U : uw : : 


: m :: 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.7E The usefulness of the information you received 





'Tbial* » U , 


> r : ; ^ “Valid: : t i 








: : : W ! ^ 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.8 Overall, how satisfied are you with any contacts that you have had with the Department of 
Education regarding your 1 996-97 loan? Are you 

[Read list] 





"'■5 ' '■Total; .■ : 


‘ .Valid; 










Very satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat dissatisfied 


0.0 


0.0 


0.0 


0.0 


Very dissatisfied 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION F: CONTACT/COMMUNICATIONS WITH OTHER SERVICE 

PROVIDERS 



LABEL F.l {IF LOANDEF NE FFESSL OR FFEUSL THEN SKIP TO G.l } 

F. 1 Did you have any contact with your lender, your guarantee agency, or your servicing agency 
regarding your 1 996-97 loan? 





t 'TTotaltS.'U.t 








' ''TJW ’ ' 


— 'VV^' 


Yes 


0.0 


0.0 


0.0 


0.0 


No {SKIP TO G.l} 


0.0 


0.0 


0.0 


0.0 


Don't Know {SKIP TO G.l } 


0.0 


0.0 


0.0 


. 0.0 


Refused {SKIP TO G.l} 


0.0 


0.0 


0.0 


0.0 



F.2 Was the contact with your lender, your guarantee agency, or your servicing agency regarding 
your 1996-97 loan for any of the following reasons? 

[Read list and indicate all that apply] 

[Prompt, if necessary: “Please tell me if this is a reason why you contacted your lender, 
guarantee agency, or servicing agency.”] 





T Total 


Valid 




;w . ; 


: ' 'UW . ; 


: W -; 


Explanation of loan terms 


0.0 


0.0 


0.0 


0.0 


Loan repayment information [Prompt, if necessary: 
For example, payment due date, payment amount, 
where to send payment] 


0.0 


0.0 


0.0 


0.0 


Change of address 


0.0 


0.0 


0.0 


0.0 


Loan deferment 


0.0 


0.0 


0.0 


0.0 


Loan forbearance 


0.0 


0.0 


0.0 


0.0 


Loan delinquency 


0.0 


0.0 


0.0 


0.0 


Loan default 


0.0 


0.0 


0.0 


0.0 


Loan consolidation 


0.0 


0.0 


0.0 


0.0 


Other [specify] 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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F.3 On a scale of one to five, with one being the lowest and five being the highest, how would you 
rate your general level of satisfaction with each of the following items when contacting your 
lender, your guarantee agency, or your servicing agency regarding your 1 996-97 loan? 

F.3 A The helpfulness of representatives 





■ . Total V , ; : : 


r!::..:VaUd: 




'':W : ' 


i ;- IJW'; ' 




1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.3B The courtesy of representatives 





. Total •: 


■ ' f-fVaUd| : 


■ 




r. w:.; 




1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.3C The level of knowledge of representatives 













rim.. 


^ . 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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F.3D The timeliness in processing of addressing your requests 



















1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.3E The usefulness of the information you received 



, 






spinii 






.. V .4 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.4 Overall, how satisfied are you with any contacts that you have had with your lender, your 
guarantee agency, or your servicing agency regarding your 1 996-97 loan? Are you 

[Read list] 









l^tjwys 








Very satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat dissatisfied 


0.0 


0.0 


0.0 


0.0 


Very dissatisfied 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 




58 



DIRECT LOAN STUDENT BORROWERS 



17 



SECTION G: OVERALL LOAN PROGRAM SATISFACTION 

G.l Thinking about your overall loan program experience during the 1996-97 school year, how 
satisfied were you with your {LOANDEF}? Would you say that you were 

[Read list] 







: 'Yalid ; • 


r'' W"' 






::;w ' 


Very satisfied 


57.1 


59.1 


57.4 


59.4 


Somewhat satisfied 


37.5 


36.5 


37.7 


36.7 


Somewhat dissatisfied 


3.6 


3.4 


3.7 


3.4 


Very dissatisfied 


1.3 


0.5 


1.3 


0.5 


Don't Know 


0.4 


0.5 


0.0 


0.0 


Refused 


0.1 


0.0 


0.0 


0.0 



G.2 How important was each of the following in determining your overall satisfaction with your 
{LOANDEF} during the 1996-97 school year — very important, somewhat important, 
somewhat unimportant, or not at all important? 

[Prompt, if necessary with list of responses] 

G.2A Ease of the loan application process 





■■ ;''''Totoir 


Valid 


; V 


i:M: 1 


■ -UW : 


; 'W 


Very important 


61.0 


60.8 


61.6 


60.9 


Somewhat important 


32.1 


31.5 


32.4 


31.6 


Somewhat unimportant 


2.5 


3.1 


2.5 


3.1 


Not at all important 


2.9 


4.4 


3.0 


4.4 


Not applicable 


0.6 


0.0 


0.6 


0.0 


Don't Know 


0.7 


0.1 


0.0 


0.0 


Refused 


0.2 


0.0 


0.0 


0.0 
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G.2B Timeliness of receiving your loan funds 

















Very important 


77.8 


79.6 


78.5 


80.0 


Somewhat important 


18.8 


17.0 


19.0 


17.0 


Somewhat unimportant 


1.4 


2.4 


1.4 


2.4 


Not at all important 


0.4 


0.3 


0.4 


0.3 


Not applicable 


0.7 


0.3 


0.7 


0.3 


EX)n't Know 


0.7 


0.4 


0.0 


0.0 


Refused 


0.2 


0.0 


0.0 


0.0 



G.2C Explanation of loan terms by the financial-aid office 

[Prompt, if necessary: written or verbal explanations that you may have received regarding 
the terms of your loan] 









IlfISI' 






v4 


Very important 


63.6 


61.7 


63.9 


62.2 


Somewhat important 


28.7 


29.5 


28.8 


29.7 


Somewhat unimportant 


4.0 


4.7 


4.0 


4.8 


Not at all important 


1.9 


2.2 


1.9 


2.2 


Not applicable 


1.3 


1.1 


1.3 


1.1 


EX)n't Know 


0.4 


0.8 


0.0 


0.0 


Refused 


0.2 


0.0 


0.0 


0.0 



G.2D Effectiveness of your financial aid orientation 





fiiitss 


HEtllli 












Very important 


47.9 


41.4 


48.4 


42.0 


Somewhat important 


36.4 


40.5 


36.8 


41.1 


Somewhat unimportant 


6.6 


7.4 


6.6 


7.5 


Not at all important 


4.0 


4.4 


4.0 


4.5 


Not applicable 


4.1 


4.8 


4.2 


4.8 


Don't Know 


0.7 


1.5 


0.0 


0.0 


Refused 


0.2 


0.0 


0.0 


0.0 



{IF DECONT NE 1 THEN SKIP TO LABEL G. 1 } 
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G.2E Contacts with the Department of Education 







ir.:: Valid T. ' r: 


■ ;uw!:. 




, :,W. ' : 


' W- 


Very important 


61.5 


58.6 


61.5 


58.6 


Somewhat important 


27.7 


33.3 


27.7 


33.3 


Somewhat unimportant 


4.1 


1.1 


4.1 


1.1 


Not at all important 


4.1 


3.0 


4.1 


3.0 


Not applicable 


2.7 


4.0 


2.7 


4.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



LABEL G.l {IF LOANTYPE NE FFESSL OR FFEUSL THEN SKIP TO LABEL G.2} 
G.2F Explanation of loan terms by your lender 







Valid 


- uw • 


^ v : w.: ' 


; : uw ; ; 


W ■ : 


Very important 


0.0 


0.0 


0.0 


0.0 


Somewhat important 


0.0 


0.0 


0.0 


0.0 


Somewhat unimportant 


0.0 


0.0 


0.0 


0.0 


Not at all important 


0.0 


0.0 


0.0 


0.0 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



G.2GExplanation of loan terms by your guarantee agency 





: ' Total '1.: 


-Valid >U ■■ 






UW" ; 




Very important 


0.0 


0.0 


0.0 


0.0 


Somewhat important 


0.0 


0.0 


0.0 


0.0 


Somewhat unimportant 


0.0 


0.0 


0.0 


0.0 


Not at all important 


0.0 


0.0 


0.0 


0.0 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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G.2HExplanation of loan terms by your loan servicer 







rJllVWalid'l?-'.. ; 










Very important 


0.0 


0.0 


0.0 


0.0 


Somewhat important 


0.0 


0.0 


0.0 


0.0 


Somewhat unimportant 


0.0 


0.0 


0.0 


0.0 


Not at all important 


0.0 


0.0 


0.0 


0.0 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



LABEL G.2 {IF EXITCNSL NE 1 THEN SKIP TO LABEL H.l } 
G.2.I Effectiveness of exit counseling 







: "Valid- , 






‘ifW ::: 


!\\ W : " 


Very important 


57.8 


55.6 


58.7 


58.0 


Somewhat important 


31.0 


28.8 


31.5 


30.0 


Somewhat unimportant 


2.7 


4.2 


2.7 


4.4 


Not at all important 


3.7 


3.4 


3.8 


3.6 


Not applicable 


3.2 


3.8 


3.3 


3.9 


Don't Know 


1.1 


4.1 


r 0.0 


0.0 


Refused 


0.5 


0.0 


0.0 


0.0 
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SECTION H: PREVIOUS LOANS 



LABEL H.l {IF PREVLOAN NE 1 THEN SKIP TO 1.1} 

H.I You mentioned earlier in this interview that you had at least one prior student loan. I would 
like for you to think about the Federal Student Loan that you received immediately before 
receiving your 1996-97 student loan. By that I mean the most recent Federal loan that you 
received during the 1995-96 school year. Please do not include multiple-disbursement loans 
or multiple loans for the 1996-97 school year. 

[Prompt, if necessary; The prior loan does not have to be from the previously indicated 
school] 

[Prompt, if necessary; The 1996-97 school year is between July I, 1996, and June 30, 1997, 
and the 1995-96 school year is between July I, 1995, and June 30, 1996] 

( 

Did you have one of the following types of Federal loans immediately prior to your 1996-97 
loan? 







i- 1 - , i Valid 








4- < , 

ft. i A ^ . 


Federal Direct Subsidized Stafford Loan 


58.4 


61.9 


71.3 


72.7 


Federal Direct Unsubsidized Stafford Loan 


20.3 


18.6 


24.9 


21.9 


Federal Family Education Subsidized Stafford Loan 


2.2 


3.4 


2.6 


3.9 


Federal Family Education Unsubsidized Stafford Loan 


1.0 


1.3 


1.2 


1.5 


Don't Know 


17.7 


14.8 


0.0 


0.0 


Refused 


0.5 


0.0 


0.0 


0.0 



H.2 How did your overall experience in obtaining your 1996-97 Federal loan compare with your 
experience obtaining your prior Federal loan? Was it 







4 , -•* jif ^ ^ . 


atmxi 








More positive 


17.9 


17.5 


18.7 


18.0 


Less positive (SKIP TO H.4} 


8.4 


lA 


8.7 


7.6 


About the same (SKIP TO H.4} 


69.6 


72.1 


72.6 


74.4 


Don’t Know (SKIP TO H.4} 


3.8 


3.0 


0.0 


0.0 


Refused (SKIP TO H.4} 


0.2 


0.0 


0.0 


0.0 
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H.3 Why do you consider your overall experience with your 1 996-97 (prior) loan experience to be 
more positive? 



[Do not read list] 

















I was more familiar with the process when applying for my 1 996-97 loan 


19.2 


25.4 


19.6 


25.4 


The paperwork necessary to get the loan was easier to complete 


21.2 


21.3 


21.6 


21.3 


There was less paperwork 


17.2 


20.4 


17.5 


20.4 


I did not have to wait as long to get my loan 


7.1 


3.6 


12 


3.6 


There were shorter lines 


0.0 


0.0 


0.0 


0.0 


The financial aid staff was more helpful and accessible ■ 


9.1 


3.8 


9.3 


3.8 


The lender or guarantor interaction was helpful 


1.0 


0.7 


1.0 


0.7 


Other [specify] 


23.2 


24.7 


22.1 


24.7 


Don’t Know ■ 


2.0 


0.2 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



H.4 For each of the following specific aspects of the loan process, please tell me how your 
experience with your 1996-97 Federal loan compares with your experience in obtaining your 
prior loan? Specifically, was it more positive, less positive, or about the same? 



H.4AThe loan application process 







■ 'Valid 








xmx: 


More positive 


20.8 


19.6 


21.7 


20.1 


Less positive 


2.6 


1.6 


2.7 


1.6 


About the same 


71.3 


75.4 


74.3 


77.1 


Not ^plicable 


1.2 


1.1 


1.2 


1.2 


Don’t Know 


3.8 


2.3 


0.0 


0.0 


Refused 


0.2 


0.0 


0.0 


0.0 



H.4BThe timeliness of receiving loan funds 















X-lW-Zy 


More positive 


19.1 


22.9 


19.9 


23.1 


Less positive 


9.1 


8.0 


9.5 


8.1 


About the same 


66.3 


65.5 


68.9 


66.2 


Not applicable 


1.7 


2.6 


1.7 


2.6 


Don’t Know 


3.6 


1.0 


0.0 


0.0 


Refused 


0.2 


0.0 


0.0 


0.0 
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H.4C The explanation of terms by the financial-aid office 







it:-l Valid, r.-: 








> 


More positive 


10.8 


7.3 


11.2 


7.6 


Less positive 


8.1 


7.2 


8.5 


7.5 


About the same 


72.2 


75.2 


75.3 


78.3 


Not applicable 


4.8 


6.3 


5.0 


6.6 


Don’t Know 


3.8 


3.9 


0.0 


0.0 


Refused 


0.2 


0.0 


0.0 


0.0 



H.4D Entrance counseling 





't:; l! 


:;::.VaiK«' 




t .uw.: i 


f 4' . Yl- -y V 


uw.i 




More positive 


7.7 


5.1 


8.0 


5.2 


Less positive 


5.0 


4.9 


5.3 


5.0 


About the same 


55.0 


58.2 


57.5 


59.4 


Not applicable 


28.0 


29.9 


29.3 


30.5 


Don’t Know 


4.1 


1.9 


0.0 


0.0 


Refused 


0.2 


0.0 


0.0 


0.0 



H.4E Contacts with the Department of Education 







i -Valid*' 

:V . .. 




' W' ’ 


::atiw: ■ 


ruw :■ 


More positive 


4.8 


4.0 


5.0 


4.1 


Less positive 


2.4 


0.9 


2.5 


0.9 


About the same 


,29.2 


25.0 


30.5 


25.7 


Not applicable 


59.3 


67.3 


62.0 


69.3 


Don’t Know 


4.1 


2.8 


0.0 


0.0 


Refused 


0.2 


0.0 


0.0 


0.0 



(IF PRIOR = 1 THEN SKIP TO H.5} 
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H.4F Explanation of loan terms by your lender 





l-iraJToMfSeE' 


>'4 > 1^.4 i alid ' 








tVMll' 


More positive 


11.2 


8.1 


13.0 


8.4 


Less positive 


. 2.2 


3.1 


2.6 


3.2 


About the same 


39.3 


44.0 


45.5 


45.4 


Not applicable 


33.7 


41.7 


39.0 


43.0 


Don’t Know 


12.4 


3.0 


0.0 


0.0 


Refused 


1.1 


0.2 


0.0 


0.0 



H.4G Explanation of loan terms by your guarantee agency 









:;3UW"I 


XrwiB 






More positive 


4.5 


0.5 


5.6 


0.6 


Less positive 


4.5 


3.8 


5.6 


4.3 


About the same 


36.0 


42.7 


44.4 


48.0 


Not applicable 


36.0 


41.9 


44.4 


47.1 


Don’t Know 


18.0 


10.9 


0.0 


0.0 


Refused 


1.1 


0.2 


0.0 


0.0 



H.4H Explanation of loan terms by your loan servicer 





t V V 

...y ^ ^ ! 4 


Valid 


■xrwt: 








More positive 


4.5 


0.5 


5.4 


0.5 


Less positive 


3.4 


0.6 


4.1 


0.7 


About the same 


42.7 


46.7 


51.4 


52.4 


Not applicable 


32.6 


41.4 


39.2 


46.4 


Don’t Know 


15.7 


10.7 


0.0 


0.0 


Refused 


1.1 


0.2 


0.0 


0.0 
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H.4I Exit counseling 







4’.’ WaUdrt: ;r; 












More positive 


4.5 


3.6 


5.3 


3.9 


Less positive 


1.1 


0.2 


1.3 


0.3 


About the same 


19.1 


21.4 


22.4 


23.2 


Not applicable 


60.7 


66.9 


71.1 


72.7 


Don’t Know 


13.5 


7.7 


0.0 


0.0 


Refused 


1.1 


0.2 


0.0 


0.0 



H.5 Did you consolidate your 1996-97 {LOANDEF} loan with your previous loan? 







rsn:nYaiuiT:ilt 






n 






Yes 


36.1 


32.5 


43.4 


40.6 


No {SKIP TO 1.1} 


47.1 


47.5 


56.6 


59.4 


Don't Know (SKIP TO 1. 1 } 


16.3 


19.6 


0.0 


0.0 


Refused (SKIP TO 1.1} 


0.5 


0.4 


0.0 


0.0 



H.6 Since you have consolidated your student loans, are you more satisfied or less satisfied with 
the level of assistance received from the loan services? 

















trwn! 


More satisfied 


41.7 


43.3 


44.7 


44.7 


Less satisfied 


3.3 


2.2 


3.5 


2.2 


No difference 


48.3 


51.5 


51.8 


53.1 


Don’t Know 


6.6 


3.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION I: DEMOGRAPHIC CHARACTERISTICS 



1. 1 The last few questions are for research purposes only. In order to group answers into specific 
categories, I need to ask . . . 

What degrees or certificates, if any, have you received from {SCHOOL NAME}? 

[Read list] 

[Check all that apply] 









MUM 










Certificate or diploma 


8.0 


3.4 


8.1 


3.4 


Associate's degree 


7.7 


3.9 


7.7 


4.0 


Bachelor's degree 


10.6 


12.9 


10.7 


12.9 


Master's degree 


2.1 


3.1 


2.1 


3.1 


Doctoral degree 


0.2 


0.4 


0.2 


0.4 


Professional degree [Prompt, if necessary: such as law, medical, or dental degrees 


0.9 


1.3 


0.9 


1.3 


Other [Specity] 


2.7 


11 


2.8 


1.1 


None 


66.9 


73.6 


67.5 


73.8 


Don't Know 


0.7 


0.2 


0.0 


0.0 


Refused 


0.1 


0.0 


0.0 


0.0 



{IF INSCH =0,THEN SKIP TO 1.3 } 

1.2 What degrees or certificates, if any do you anticipate earning from {SCHOOL NAME}? 
[Read list] 

[Check all that apply] 





i '■ ■> ' V 












Certificate or diploma 


5.3 


1.1 


5.4 


1.1 


Associate's degree 


13.6 


8.0 


13.9 


8.2 


Bachelor's degree 


52.7 


60.4 


53.6 


62.3 


Master's degree 


7.3 


8.6 


7.4 


8.9 


Doctoral degree 


1.6 


1.2 


1.7 


1.3 


Professional degree [Prompt, if necessary: such as law, medical, or dental degrees] 


3.2 


2.6 


3.3 


2.7 


Other [Specify] 


4.5 


5.5 


4.6 


5.7 


None 


9.9 


9.5 


10.1 


9.8 


Don't Know 


1.6 


2.9 


0.0 


0.0 


Refused 


0.2 


0.0 


0.0 


0.0 
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1.3 When you received your 1996-97 loan, did you also receive a Pell Grant? 





■' ■ • r: Totar;uiJ 




■ uwV: 




i rWt 


; . . W ’- ■ 


Yes 


45.2 


46.7 


48.9 


49.8 


No 


47.4 


47.0 


51.1 


50.2 


Don't Know 


7.3 


6.3 


0.0 


0.0 


Refused 


0.1 


0.0 


0.0 


0.0 



1.4 Did you attend {SCHOOL NAME} full time, at least half time, or less than half time during 
the 1 996-97 academic year? 









TiiwT' 






irw: ' ^ 


Full time (Prompt, if necessary: 12 or more credits in a semester} 


87.5 


92.1 


88.0 


92.3 


At least half time (Prompt, if necessary :9 to 12 credits in a semester} 


9.8 


6.0 


9.8 


6.0 


Less than halftime (Prompt, if necessary: less than 9 credits in a semester 


2.2 


1.6 


2.2 


1.7 


Don’t Know 


0.4 


0.2 


0.0 


0.0 


Refused 


0.1 


0.0 


0.0 


0.0 



1.5 Which of the following best describes (SCHOOL NAME} Is it 
[Read list] 





y Total ' 


: /"Valid j-;-;;- 


,uw: 


nwn 


UW^1 


i:w 


A four-year college or university 


59.7 


82.5 


60.0 


82.8 


A community or junior college 


14.5 


7.0 


14.5 


7.1 


A two-year-or-more career school 


9.4 


4.7 


9.5 


4.7 


A more-than-one-year but less-than-two-year career school 


4.3 


1.0 


4.4 


1.0 


A single-year or less-than-one-year career school 


6.2 


1.6 


6.3 


1.6 


Professional School [Prompt, if necessary: such as law, medical, or dental school] 


2.6 


1.4 


2.6 


1.5 


Graduate School [Prompt, if necessary: for masters or doctoral program] 


1.2 


0.9 


1.2 


0.9 


Other [specify] 


1.5 


0.4 


1.5 


0.4 


Don’t Know 


0.5 


0.3 


0.0 


0.0 


Refused 


0.1 


0.0 


0.0 


0.0 



(IF INSCH =1 AND YEAR NE 1, THEN SKIP TO 1.7} 
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1.6 Which of the following best describes your present education level? 



[Read list] 

















Freshman 


2.1 


3.3 


2.1 


3.3 


Sophomore 


25.8 


22.6 


25.8 


22.7 


Junior 


25.5 


27.2 


25.6 


27.3 


Senior 


31.7 


32.9 


31.8 


33.1 


Master's degree candidate 


7.6 


8.1 


7.6 


8.2 


Doctoral degree candidate 


1.9 


1.8 


1.9 


1.8 


Professional degree candidate 


2.6 


1.8 


2.6 


1.8 


Other [specify] 


2.6 


1.8 


2.6 


1.8 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.2 


0.5 


0.2 


0.5 



(SKIP TO 1.8} 

1.7 Which of the following best describes your present education level? 
[Read list] 





r' Total 


■ ’• t ;■ Valid '■ 










First year 


16.4 


15.0 


16.8 


15.1 


Second or later year 


71.5 


80.9 


73.3 


81.4 


Other [specify] 


9.7 


3.4 


9.9 


3.5 


Don't Know 


1.2 


0.1 


0.0 


0.0 


Refused 


1.2 


0.5 


0.0 


0.0 
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1.8 When you applied for your 1 996-97 loan at {SCHOOL NAME}, were you classified by the 
financial-aid office as an independent student or a dependent student? 

[Prompt, if necessary, with definitions of each classification given in training manual] 





















Independent student 


50.9 


42.1 


52.6 


43.5 


Dependent student 


45.8 


54.8 


47.4 


56.5 


Don’t Know 


3.3 


3.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



1.9 To make sure we include all segments of the population, I need to ask 
What is your age? 



















Age given (SKIP TO I.l 1} 


98.9 


99.4 


100.0 


100.0 


Refused 


1.1 


0.6 


0.0 


0.0 



1. 1 0 Which of the following groups best describes your age? 
[Read list] 



















17-20 


0.0 


0.0 


0.0 


0.0 


21-24 


22.2 


5.0 


28.6 


5.3 


25-34 


0.0 


0.0 


0.0 


0.0 


35-44 


33.3 


44.5 


42.9 


48.1 


45-54 


11.1 


0.9 


14.3 


1.0 


55-64 


11.1 


42.2 


14.3 


45.5 


65 and over 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


22.2 


7.4 


0.0 


0.0 



71 




DIRECT LOAN STUDENT BORROWERS 



30 



1. 1 1 Would you classify yourself as 



[Read list] 







^ . I?- !.y dilu 




... . 4 ^ 






American Indian or Alaskan Native 


1.8 


1.7 


1.8 


1.7 


Asian or Pacific Islander 


3.8 


4.6 


3.9 


4.8 


Black, not of Hispanic origin 


14.8 


16.0 


15.3 


16.5 


White, not of Hispanic origin 


69.0 


67.0 


71.5 


69.2 


Hispanic, or 


5.1 


5.5 


5.2 


5.7 


Other [specify] 


2.1 


2.1 


2.2 


2.2 


Don't Know 


0.8 


1.2 


0.0 


0.0 


Refused 


2.7 


1.9 


0.0 


0.0 



1. 1 2 Which of the following best describes the highest level of education that you have completed? 
[Read list] 









7-UW'"^ 






a-4wH 


High school graduate or equivalent 


27.8 


29.5 


28.0 


29.6 


Certificate or diploma 


16.0 


4.8 


16.1 


4.8 


Associate's degree 


19.0 


14.6 


19.2 


14.7 


Bachelor's degree 


25.1 


32.2 


25.3 


32.4 


Master's degree 


5.7 


10.9 


5.7 


10.9 


Doctoral degree 


0.8 


0.6 


0.8 


0.6 


Professional degree [Prompt, if necessary: such as law, medical, or dental degrees] 


1.9 


5.2 


1.9 


5.2 


Other [Specify] 


3.0 


1.8 


3.1 


1.8 


Don't Know 


0.8 


0.6 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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1.13 Which of the following best describes your current employment status? 



[Read list] 





' % '4 X . 


f 4 ir jaiHl J,*,. 










Employed full-time, or at least 35 hours per week 


71.5 


76.7 


71.8 


77.7 


Employed part-time, or under 35 hours per week 


14.4 


10.0 


14.5 


10.1 


Not employed {SKIP TO 1. 16} 


13.7 


12.0 


13.7 


12.1 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.4 


1.3 


0.0 


0.0 



LABEL 1.1 {IF INSCH NE 1 OR TRNSFRNE 1 THEN SKIP TO 1.15} 

1. 14 On the average, how many hours per week do you work during the school year? 
[Read list] 







mtaM 
















0 hours {SKIP TO 1.16} 


25.2 


23.7 


25.3 


23.7 


1-5 hours 


3.6 


3.9 


3.6 


3.9 


6-10 hours 


12.6 


15.1 


12.6 


15.1 


11 -20 hours 


24.1 


27.0 


24.3 


27.0 


More than 20 hours 


34.0 


30.2 


34.2 


30.2 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.5 


0.1 


0.0 


0.0 



1. 1 5 Are you currently employed in a field that is related to your major? 











lUmii 




^XJW 




Yes 


43.0 


43.9 


43.4 


44.1 


No 


56.1 


55.7 


56.6 


55.9 


Don't Know 


0.3 


0.0 


0.0 


0.0 


Refused 


0.6 


0.4 


0.0 


0.0 
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1.16 Which of the following categories best describes your current annual income? 



[Read list] 

















Less than $20,000 


71.6 


75.6 


76.9 


80.1 


$20,000 - $39,999 


18.9 


17.9 


20.3 


19.0 


$40,000 - $49,999 


0.9 


0.2 


1.0 


0.3 


$50,000 - $74,999 


1.1 


0.5 


1.1 


0.5 


$75,000 or more 


0.6 


0.2 


0.6 


0.2 


Don't Know 


1.5 


0.7 


0.0 


0.0 


Refused 


5.4 


4.9 


0.0 


0.0 



1.17 Gender of Respondent 
[Voice Recognition Only] 





i . 4 ' 4 ■> >-4. ' % 


;:;;'4..,VaIid|r;S 




J,:5 




4 


Male 


40.1 


44.3 


40.1 


44.3 


Female 


59.8 


55.5 


59.8 


55.5 


Unknown 


0.1 


0.2 


0.1 


0.2 
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SECTION B: LOAN ORIGINATION, ENTRANCE COUNSELING, 
AND IN-SCHOOL FINANCIAL AID CONTACTS 



B.l The next few questions pertain to the loan application process for your 1996-97 loan. 
Would you describe the level of ease in obtaining your 1996-97 {LOANDEF} as 
[Read list] 









^Bwll 




sm 




Very easy 


38.6 


34.0 


39.4 


34.8 


Somewhat easy 


47.4 


49.6 


48.5 


51.6 


Somewhat difficult 


9.3 


9.5 


9.5 


9.9 


Very difficult 


2.6 


3.0 


2.6 


3.1 


Don't Know 


2.1 


3.8 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.2 In your opinion, did you receive your loan funds in a timely manner? 













WmM 


mm 


Yes {SKIPTOB.4} 


84.6 


82.2 


85.4 


82.6 


No 


14.4 


17.3 


14.6 


17.4 


Don't Know {SKIP TO B.4} 


1.0 


0.5 


0.0 


0.0 


Refused {SKIPTOB.4} 


0.0 


0.0 


0.0 


0.0 
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B.3 Did the delay in receiving your loan funds have any of the following effects? 



[Read list, select all that apply] 





r; UTot^n!: 












Delayed registration 


10.3 


12.0 


12.8 


15.0 


Delayed you from starting classes on time 


9.3 


10.6 


11.6 


13.3 


Caused you to drop out of school 


0.9 


1.3 


1.2 


1.6 


Caused you to apply for a bridge or emergency loan, or extra financing 


15.0 


12.1 


18.6 


15.1 


Other [specify] 


44.9 


44.0 


55.8 


55.0 


Don't Know 


17.8 


17.6 


0.0 


0.0 


Refused 


1.9 


2.3 


0.0 


0.0 



B.4 Overall, how satisfied were you with each of the following aspects of your 1996-97 loan 
process? Were you very satisfied, somewhat satisfied, somewhat dissatisfied, or very 
dissatisfied? 

[Repeat list of responses for each question, as needed] 

B.4 A The effectiveness of the financial aid orientation you received 







f. i-'ii-iS’PaKdji’.-r ' ■ 


1 :mxi 


itmM 






Very satisfied 


44.9 


41.6 


47.1 


44.0 


Somewhat satisfied 


42.0 


46.7 


44.1 


49.4 


Somewhat dissatisfied 


5.3 


3.7 


5.5 


3.9 


Very dissatisfied 


3.1 


2.6 


3.3 


2.7 


Don't Know 


4.7 


5.6 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4B The way the financial aid staff at {SCHOOL NAME} explained you loan terms 





















Very satisfied 


51.7 


48.5 


52.3 


49.3 


Somewhat satisfied 


33.1 


37.3 


33.5 


37.9 


Somewhat dissatisfied 


9.4 


8.8 


9.5 


8.9 


Very dissatisfied 


4.6 


3.8 


4.6 


3.8 


Don't Know 


1.1 


1.6 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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B.4C Your awareness of when your loan payments would start 





fUi ’ ;; 4 Xotal' 




.udrttu 










Very satisfied 


52.6 


48.1 


55.0 


51.4 


Somewhat satisfied 


31.7 


32.7 


33.2 


35.0 


Somewhat dissatisfied 


7.7 


8.3 


8.1 


8.9 


Very dissatisfied 


3.6 


4.4 


3.7 


4.7 


Don't Know 


4.4 


6.5 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4DThe responsiveness of the financial aid staff to your questions and concerns 













; W 


4 .^ 






Very satisfied 


55.1 


51.6 


56.3 


52.5 


Somewhat satisfied 


32.0 


32.8 


32.7 


33.4 


Somewhat dissatisfied 


6.0 


8.8 


6.1 


9.0 


Very dissatisfied 


4.9 


5.0 


5.0 


5.1 


Don't Know 


2.0 


1.8 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4E Explanation by the financial-aid office of the steps of the loan process required for transferring 
schools 





i ♦ Total 


- -Valid* : ■ 


^ .XJVV, ■ 


■ ‘W- 




■ -W: ' 


Very satisfied 


25.9 


23.5 


43.1 


36.4 


Somewhat satisfied 


21.7 


28.5 


36.2 


44.2 


Somewhat dissatisfied 


6.0 


6.9 


10.0 


10.7 


Very dissatisfied 


6.4 


5.6 


10.7 


8.7 


Don't Know 


40.0 


35.6 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



{IF LOANDEF NE FFESSL OR FFEUSL, THEN SKIP TO LABEL C.I } 
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B.4F The way your lender explained your loan terms 





'luii’totai;;::! 


Valid; 


v: 






y;; .wr: 


Very satisfied 


41.2 


40.8 


47.9 


47.0 


Somewhat satisfied 


34.5 


36.5 


40.0 


42.1 


Somewhat dissatisfied 


6.6 


5.3 


7.7 


6.1 


Very dissatisfied 


3.8 


4.2 


4.4 


4.8 


Don't Know 


13.9 


13.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4GThe way your guarantee agency explained your loan terms 





• Total* ' r: 


; Viiiidt;: :.l 


vuw;: 


: 


; : , 


ifi. ^ 


Very satisfied 


35.8 


37.0 


47.2 


46.0 


Somewhat satisfied 


32.1 


36.0 


42.4 


44.7 


Somewhat dissatisfied 


4.5 


3.9 


6.0 


4.8 


Very dissatisfied 


3.4 


3.6 


4.4 


4.5 


Don't Know 


24.2 


19.5 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4HThe way your loan servicer explained your loan tehns 





hy , \ ^ Total .t- 




; UW"! : 




■lifW;: : 




Very satisfied 


38.7 


35.5 


48.2 


43.0 


Somewhat satisfied 


33.4 


39.9 


41.6 


48.3 


Somewhat dissatisfied 


4.7 


3.7 


5.8 


4.5 


Very dissatisfied 


3.5 


3.5 


4.4 


4.2 


Don't Know 


19.6 


17.4 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION C: EXIT COUNSELING 



LABEL C. 1 {IF INSCH NE 0 OR TRNSFR=1 THEN SKIP TO D. 1 } 

C. 1 Now I would like for you to think about any financial aid exit counseling that you received 
prior to leaving (SCHOOL NAME}. 

How satisfied were you with the effectiveness of exit counseling you received in helping 
you to understand the terms of your 1996-97 loan? Were you 

[Read list] 





1 <|:«f 4 S' JL- 0131 4 


’ 1 




't' 

-> ^ V ^ 


4 




Very satisfied 


35.1 


21.4 


35.2 


21.4 


Somewhat satisfied 


19.1 


23.8 


19.2 


23.8 


Somewhat dissatisfied 


5.0 


4.1 


5.0 


4.1 


Very dissatisfied 


1.9 


1.7 


1.9 


1.7 


Did not receive exit counseling 


38.5 


49.0 


38.7 


49.0 


Don't Know 


0.4 


0.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



C.2 Did you receive any printed information explaining your 1996-97 Federal loan during exit 
counseling? 





•^iTotiarT- ■ 




^ ' "UW ' ^ 




: i:UW.:: 




Yes 


86.3 


81.6 


90.8 


87.9 


No (SKIP TOC.4} 


8.7 


11.2 


9.2 


12.1 


Don't Know (SKIP TOC.4} 


5.0 


7.2 


0.0 


0.0 


Refused (SKIP TO C.4} 


0.0 


0.0 


0.0 


0.0 
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C.3 How satisfied were you with this printed information in terms of helping you to understand 
the terms of your loan? Were you 

[Read list] 





<-• ■ • y 

f ' Total' 


Val5& - 




:w", 


TO : 


■ ^:w - 


Very satisfied 


64.0 


52.0 


64.0 


52.0 , 


Somewhat satisfied 


30.9 


44.8 


30.9 


44.8 


Somewhat dissatisfied 


4.3 


1.8 


4.3 


1.8 


Very dissatisfied 


0.7 


1.4 


0.7 


1.4 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



C.4 Were your loan payment terms and conditions explained to you during exit counseling? 





Total 


Valid ' 


TO 


W 


TO 


■ W < ■ 


Yes 


81.4 


75.9 


86.8 


89.2 


No 


12.4 


9.2 


13.2 


10.8 


Don't Know 


6.2 


14.9 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



C.5 Were the various loan repayment options explained to you during exit counseling? 





: f ;|Totai;, ; : ; 


Valid ' Tru 




w; - 


: : uw- > 


t;rW:'V 


Yes 


80.1 


83.7 


83.2 


85.8 


No 


16.1 


13.9 


16.8 


14.2 


Don't Know 


3.7 


2.4 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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C.6 Were the various loan consolidation options explained to you during exit counseling? 









hmiti 








Yes 


68.9 


75.9 


74.0 


80.9 


No 


24.2 


17.9 


26.0 


19.1 


Don't Know 


6.8 


6.2 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



82 




FFEL LOAN STUDENT BORROWERS 



SECTION D: BORROWER AWARENESS OF LOAN TERMS 



D.l The next series of questions deals with the key terms, features, and conditions of your 
1 996-97 student loan. 

First of all, what was the approved amount of your {LOANDEF} for the 1996-97 academic 
year? 

[If respondent cannot provide exact amount, probe for approximate amount] 

[If respondent received two loans of the same type during the 1996-97 school year, ask for 
the amount of the most recent loan] 





.c., sv 


.'sr - -S' Va 


lUdL. , „ ^ ' 




‘.;tjw-M 


:iiW!T; 


:.0-lJW;:: 


K.:Wi , ; 


Amount 


22.7 


22.6 


30.1 


31.3 . 


Approximate amount 


52.9 


49.6 


69.9 


68.7 


Don’t Know 


23.7 


26.8 


0.0 


0.0 


Refused 


0.7 


0.9 


0.0 


0.0 



D.2 What is your interest rate for your 1996-97 {LOANDEF}? 

[If respondent cannot provide exact amount, probe for approximate amount] 

[If respondent received two loans of the same type during the 1 996-97 school year, ask for 
the amount of the most recent loan] 





^ TotaL 

^ - .. 




did 




-:uw 


T'.' W!L' 


' LTJWi'- 




Rate 


10.3 


7.9 


28.7 


25.0 


Estimated rate 


25.6 


23.7 


71.3 


75.0 


Don’t Know 


63.4 . 


67.6 


0.0 


0.0 


Refused 


0.7 


0.8 


0.0 


.0.0 



D.3 Approximately how many years do you think it will take you to pay off all of your Federal 
loans incurred while attending school? 









!Ud:.;\ . 




tifUW;} 




7tJW-'’ 


; - ■ 


Years 


80.3 


79.2 


99.6 


99.7 


Already paid 


0.3 


0.2 


0.4 


0.3 


Don’t Know 


19.3 


20.6 


0.0 


0.0 


Refused 


0.1 


0.0 


0.0 


0.0 
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{IF INSCH=1 OR TRNSFR = 1 THEN SKIP TO LABEL E. 1 } 

D.4 Can you please tell me three conditions under which you are allowed to defer repayment of 
your 1996-97 student loan? 

[DO NOT READ LIST] 









awf 








Attending school at least half-time 


24.9 


22.4 


33.3 


31.0 


Pursuing a course of study related to a graduate fellowship 


4.4 


4.1 


5.8 


5.7 


Disabled, pursuing a rehabilitation training program 


5.9 


7.2 


7.9 


10.0 


Unable to find full-time employment 


18.3 


17.6 


24.4 


24.3 


Economic hardship 


12.9 


10.3 


17.2 


14.2 


Other [Specify] 


8.5 


10.7 


11.3 


14.7 


Don't Know 


24.9 


27.6 


0.0 


0.0 


Refused 


0.3 


0.1 


0.0 


0.0 



D.5 Can you please tell me three possible consequences of defaulting on your 1996-97 student 
loan? 

[Prompt, if necessary: What kinds of actions can the Government take if your loan is in 
default?] 

[DO NOT READ LIST] 







vI': V ‘.' •v'. 'y' V --, 










Adverse credit reports 


32.0 


32.3 


44.3 


44.7 


Garnishment of wages 


9.8 


7.1 


13.6 


9.8 


Litigation 


7.4 


10.5 


10.2 


14.5 


Government keeps lottery winnings 


0.3 


0.1 


0.4 


0.2 ■ 


Government keeps income tax refunds 


9.8 


9.2 


13.6 


12.7 


Other [Specify] 


12.8 


13.2 


17.8 


18.3 


Don't Know 


27.6 


27.6 


0.0 


0.0 


Refused 


0.3 


0.1 


0.0 


0.0 
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SECTION E: CONTACT/COMMUNICATIONS WITH THE DEPARTMENT OF 

EDUCATION 

LABEL E.l {IF LOANDEF NE FDSSL OR FDUSL, THEN SKIP TO E.5} 

E. 1 The next few questions ask about specific contacts or communications that you have had with 
the Department of Education and its loan servicers to whom you will make, or are currently 
making, payments on your 1996-97 loan. 

Did you have any contact with the Department of Education and its loan servicers regarding 
your 1996-97 {LOANDEF}? 





inu ' Totaur / a't 












Yes 


0.0 


0.0 


0.0 


0.0 


No {SKIP TO LABEL F.l} 


0.0 


0.0 


0.0 


0.0 


Don't Know {SKIP TO LABEL F. 1 } 


0.0 


0.0 


0.0 


0.0 


Refused {SKIP TO LABEL F. 1 } 


0.0 


0.0 


0.0 


0.0 



E.2 Have you contacted the Department of Education and/or its loan servicers for any of the 
following reasons pertaining to your 1 996-97 loan? 

[Read list of items and select all that apply] 

[Prompt, if necessary: “Did you contact the Department of Education or its loan servicers for 
■ ■ •”] 

















Explanation of loan terms 


0.0 


0.0 


0.0 


0.0 


Loan repayment information [Prompt, if necessary: 
For example, payment due date, payment amount, 
where to send payment] 


0.0 


0.0 


0.0 


0.0 


Change of address 


0.0 


0.0 


0.0 


0.0 


Loan deferment 


0.0 


0.0 


0.0 


0.0 


Loan forbearance 


0.0 


0.0 


0.0 


0.0 


Loan delinquency 


0.0 


0.0 


0.0 


0.0 


Loan default 


0.0 


0.0 


0.0 


0.0 


Loan consolidation 


0.0 


0.0 


0.0 


0.0 


Other [specify] 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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E.3 On a scale of one to five, with one being the lowest and five being the highest, how would you 
rate your level of satisfaction with each of the following items when contacting the Department 
of Education or its loan servicers regarding your 1996-97 loan? 

E.3 A The helpfulness of representatives 









E'lRs 




nvmi 




1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.3B The courtesy of representatives 















■ ^ W ‘ 

- ** 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.3C The level of knowledge of representatives 





^Tofel'S’ ; j,; 


I;-:" ‘'Valid It r-.i 


|SUp:.:y 


J|7vyr::i 






1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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E.3D The timeliness in processing of addressing your requests 











'■ 'S' P • T- 






1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.3E The usefulness of the information you received 













^ -r t 






1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.4 Overall, how satisfied are you with any contacts that you have had with the Department of 
Education and its loan servicers regarding your 1996-97 loan? Are you 

[Read list] 

















Very satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat dissatisfied 


0.0 


0.0 


0.0 


0.0 


Very dissatisfied 


0.0 


0.0 


0.0 


. 0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



{SKIP TO LABEL F.l} 
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E.5 The next few questions ask about specific contacts or communications that you have had with 
the Department of Education regarding your 1 996-97 loan. 

Did you have any contact with the Department of Education regarding your 1 996-97 loan? 

















Yes 


6.7 


7.9 


6.9 


8.1 


No {SKIP TO LABEL F.l} 


90.9 


89.3 


93.1 


91.9 


Don’t Know {SKIP TO LABEL F. 1 } 


2.2 


2.7 


0.0 


0.0 


Refused {SKIP TO LABEL F. 1 } 


0.1 


0.0 


0.0 


0.0 



E.6 Have you contacted the Department of Education for any of the following reasons pertaining 
to your 1996-97 loan? 



[Read list of items and select all that apply] 

[Prompt, if necessary: “Did you contact the Department of Education for. . .”] 

















Explanation of loan terms 


5.9 


10.9 


6.7 


12.6 


Loan repayment information [Prompt, if necessary: 
For example, payment due date, payment amount, 
where to send payment] 


21.6 


16.0 


24.4 


18.6 


Change of address 


2.0 


2.7 


2.2 


3.2 


Loan deferment 


21.6 


25.2 


24.4 


29.3 


Loan forbearance 


3.9 


3.5 


4.4 


4.0 


Loan delinquency 


2.0 


0.0 


2.2 


0.1 


Loan default 


2.0 


0.2 


2.2 


0.2 


Loan consolidation 


0.0 


0.0 


0.0 


0.0 


Other [specify] 


29.4 


27.8 


33.3 


32.2 


Don't Know 


11.8 


13.7 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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E.7 On a scale of one to five, with one being the lowest and five being the highest, how would you 
rate your level of satisfaction with each of the following items when contacting the Department 
of Education regarding your 1996-97 loan? 

E.7A The helpfulness of representatives 





■ ' ; “f ottal ' 


Valid 


' 'IJW : 


' w: 


. ' UW . 


W . 


1 


2.2 


1.1 


2.2 


1.1 


2 


6.5 


2.9 


6.7 


2.9 


3 


21.7 


26.8 


22.2 


27.1 


4 


28.3 


20.2 


28.9 


20.4 


5 


39.1 


47.9 


40.0 


48.4 


Don't Know 


2.2 


1.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.7B The courtesy of representatives 





'Total 


Valid 


'Tuw..;: 


; : w 


UW 


W- ' 


1 


2.2 


1.1 


2.2 


1.1 


2 


4.3 


1.9 


4.4 


1.9 


3 


4.3 


5.1 


4.4 


5.2 


4 


23.9 


18.5 


24.4 


18.7 


5 


63.0 


72.4 


64.4 


73.1 


Don't Know 


2.2 


1.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.7C The level of knowledge of representatives 





. Total ; ' ' '■ 


.. .Valid 


U OW : : 


: ^‘'W: , 


w : : 


: : . w ' 


1 


4.3 


4.1 


4.4 


4.1 


2 


2.2 


1.6 


2.2 


1.6 


3 


10.9 


5.1 


11.1 


5.1 


4 


34.8 


26.5 


35.6 


26.8 


5 


45.7 


61.7 


46.7 


62.3 


Don't Know 


2.2 


1.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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E.7D The timeliness in processing of addressing your requests 







llfllll 


.. t-; **i.>*‘ A ■ *. S'- 












1 


10.9 


20.4 


11.1 


20.7 


2 


8.7 


11.6 


8.9 


11.7 


3 


17.4 


14.9 


17.8 


15.1 


4 


23.9 


23.1 


24.4 


23.4 


5 


37.0 


28.9 


37.8 


29.2 


Don't Know 


2.2 


1.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.7E The usefulness of the information you received 









*'■ 'h 


iiidi.tJ.r; 






'i 






1 


8.7 


7.3 


8.9 


7.4 


2 


2.2 


1.1 


2.2 


1.2 


3 


15.2 


7.2 


15.6 


7.2 


4 


23.9 


20.2 


24.4 


20.4 


5 


47.8 


63.2 


48.9 


63.8 


Don't Know 


2.2 


1.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.8 Overall, how satisfied are you with any contacts that you have had with the Department of 
Education regarding your 1996-97 loan? Are you 

[Read list] 















i.^1 




pX ?SS - 


Very satisfied 


50.0 


62.6 


50.0 


62.6 


Somewhat satisfied 


32.6 


27.7 


32.6 


27.7 


Somewhat dissatisfied 


8.7 


2.2 


8.7 


2.2 


Very dissatisfied 


8.7 


7.5 


8.7 


7.5 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION F: CONTACT/COMMUNICATIONS WITH OTHER SERVICE 

PROVIDERS 



LABEL F.l {IF LOANDEF NE FFESSL OR FFEUSL THEN SKIP TO G.I} 

F.I Did you have any contact with your lender, your guarantee agency, or your servicing agency 
regarding your 1996-97 loan? 





Total » 


Valid 


UW 


• W 


UW 


. ‘ ■ w . 


Yes 


24.0 


24.2 


24.8 


24.8 


No {SKIP TO G.I} 


72.7 


73.4 


75.2 


75.2 


Don't Know {SKIP TO G.I} 


3.1 


2.3 


0.0 


0.0 


Refused {SKIP TO G.I} 


0.1 


0.0 


0.0 


0.0 



F.2 Was the contact with your lender, your guarantee agency, or your servicing agency regarding 
your 1996-97 loan for any of the following reasons? 

[Read list and indicate all that apply] 

[Prompt, if necessary: “Please tell me if this is a reason why you contacted your lender, 
guarantee agency, or servicing agency.”] 





^ ■ Totaf. Jrn 


Valid : 




: : UW \ 


: ■ w^: ' 




: ■ w ' ■ 


Explanation of loan terms 


16.4 


12.8 


16.8 


13.3 


Loan repayment information [Prompt, if necessary: 
For example, payment due date, payment amount, 
where to send payment] 


29.0 


28.8 


29.7 


29.8 


Change of address 


11.1 


7.6 


11.4 


7.9 


Loan deferment 


15.9 


14.1 


16.3 


14.6 


Loan forbearance 


2.9 


2.7 


3.0 


2.8 


Loan delinquency 


1.0 


1.6 


1.0 


1.7 


Loan default 


1.0 


0.1 


1.0 


0.1 


Loan consolidation 


2.4 


2.1 


2.5 


2.2 


Other [specify] 


17.9 


26.7 


18.3 


27.6 


Don't Know 


1.9 


2.3 


0.0 


0.0 


Refused 


0.5 


1.0 


0.0 


0.0 
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F.3 On a scale of one to five, with one being the lowest and five being the highest, how would you 
rate your general level of satisfaction with each of the following items when contacting your 
lender, your guarantee agency, or your servicing agency regarding your 1 996-97 loan? 

F.3 A The helpfulness of representatives 





I ^frotal;: ■ ^ 


;:Walid 




. : :,wi 


. uwr' 


■ ; W; 


1 


1.8 


0.5 


1.9 


0.6 


2 


7.3 


5.0 


7.7 


5.2 


3 


10.4 


13.7 


11.0 


14.2 


4 


24.4 


28.4 


25.8 


29.5 


5 


50.6 


48.7 


53.5 


50.6 


Don't Know 


5.5 


3.7 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.3B The courtesy of representatives 





I .Total ■ 


Valid 


: -uw : 


■ w: : : 


UW 


W 


1 


3.7 


3.4 


3.9 


3.6 


2 


2.4 


1.4 


2.6 


1.5 


3 


4.9 


3.7 


5.2 


3.9 


4 


19.5 


17.3 


20.6 


18.0 


5 


64.0 


70.2 


67.7 


73.0 


Don't Know 


5.5 


3.9 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.3C The level of knowledge of representatives 





M * <• - ■■Total'* 


Valid 




■ 'VW;: 


UW ' 


: w 


1 


1.2 


0.4 


1.3 


0.4 


2 


4.3 


4.4 


4.5 


4.7 


3 


7.9 


5.0 


8.4 


5.3 


4 


26.2 


32.4 


27.9 


34.3 


5 


54.3 


52.4 


57.8 


55.4 


Don't Know 


6.1 


5.4 


0.0 


0.0 


Refused 


0.0 


UW~ 


0.0 


0.0 
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F.3D The timeliness in processing of addressing your requests 







yaUd 




'W ^ 


: 


w- 


1 


3.7 


3.3 


3.8 


3.3 


2 


5.5 


3.8 


5.7 


3.9 


3 


11.0 


10.5 


11.4 


10.7 


4 


25.6 


31.6 


26.6 


32.1 


5 


50.6 


49.1 


52.5 


50.0 


Don't Know 


3.0 


1.3 


0.0 


0.0 


Refused 


0.6 


0.4 


0.0 


0.0 



F.3E The usefulness of the information you received 







■ : -'yalW . 






mv;: 


W,*: 


1 


1.8 


1.3 


1.9 


1.3 


2 


3.7 


3.1 


3.8 


3.1 


3 


9.1 


8.6 


9.6 


8.8 


4 


28.7 


27.8 


29.9 


28.2 


5 


52.4 


57.8 


54.8 


58.6 


Don't Know 


4.3 


1.3 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.4 Overall, how satisfied are you with any contacts that you have had with your lender, your 
guarantee agency, or your servicing agency regarding your 1 996-97 loan? Are you 

[Read list] 







'S' " ? iValid 










Very satisfied 


56.1 


53.3 


57.5 


53.9 


Somewhat satisfied 


32.3 


36.6 


33.1 


37.0 


Somewhat dissatisfied 


6.7 


5.9 


6.9 


6.0 


Very dissatisfied 


2.4 


3.0 


2.5 


3.0 


Don't Know 


2.4 


1.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION G: OVERALL LOAN PROGRAM SATISFACTION 



G. 1 Thinking about your overall loan program experience during the 1 996-97 school year, how 
satisfied were you with your {LOANDEF}? Would you say that you were 

[Read list] 







4 4 '* 'Vaflid 4'^''^ 


i;> "5 ft' - 


t ' 


i&ul 




Very satisfied 


55.7 


53.9 


56.1 


54.1 


Some\\fiat satisfied 


36.3 


3S.7 


36.5 


38.9 


Some\\fiat dissatisfied 


4.6 


3.7 


4.6 


3.7 


Very dissatisfied 


2.7 


3.3 


2.7 


3.3 


Don't Know 


0.4 


0.2 


0.0 


0.0 


Refused 


0.3 


0.1 


0.0 


0.0 



G.2 How important was each of the following in determining your overall satisfaction with your 
{LOANDEF} during the 1996-97 school year — very important, somewhat important, 
somewhat unimportant, or not at all important? 

[Prompt, if necessary with list of responses] 

G.2A Ease of the loan application process 





n ■Total'-- ’ ' 


. ; '.Valid - 






. UW; f. 


l .W-:- ■ 


Very important 


59.3 


57.4 


60.1 


58.4 


Somewhat important 


34.4 


36.0 


34.9 


36.6 


Somewhat unimportant 


2.9 


2.8 


2.9 


2.8 


Not at all important 


1.6 


1.5 


1.6 


1.5 


Not applicable 


0.4 


0.6 


0.4 


0.6 


Don't Know 


1.1 


1.7 


0.0 


0.0 


Refused 


0.3 


0.1 


0.0 


0.0 



BEST COPY AVAILABLE 
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G.2B Timeliness of receiving your loan funds 







; ’vaBdT'.:' r 


:uw: " 


..:2wr. . 


uw 


W 


Very important 


76.1 


79.2 


77.1 


80.6 


Somewhat important 


21.1 


17.5 


21.4 


17.8 


Somewhat unimportant 


0.9 


1.1 


0.9 


1.1 


Not at all important 


0.6 


0.5 


0.6 


0.5 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.9 


1.5 


0.0 


0.0 


Refused 


0.4 


0.2 


0.0 


0.0 



G.2C Explanation of loan terms by the financial-aid office 

[Prompt, if necessary: Written or verbal explanations that you may have received regarding 
the terms of your loan] 







■ ^ ' ■ - Valid : : :;xi 


tfiuw:: 


ix:wT-' 


"TO! 


: : w ; r 


Very important 


62.7 


63.5 


63.3 


64.5 


Somewhat important 


30.6 


30.1 


30.9 


30.6 


Somewhat unimportant 


3.6 


3.4 


3.6 


3.5 


Not at all important 


1.1 


0.7 


1.2 


0.7 


Not applicable 


1.0 


0.6 


1.0 


0.7 


Don't Know 


0.7 


1.5 


0.0 


0.0 


Refused 


0.3 


0.1 


0.0 


0.0 



G.2DEffectiveness of your financial aid orientation 







; ll'Fotar ■: ! ' ■ 


Valid ; - 






t ^ 1 




' . !UW : 


:;;w^ ■: 


Very important 


48.6 


46.0 


49.3 


46.7 


Somewhat important 


36.6 


38.9 


37.1 


39.5 


Somewhat unimportant 


5.1 


4.9 


5.2 


4.9 


Not at all important 


2.6 


2.3 


2.6 


2.4 


Not applicable , 




5.7 


6.4 


5.8 


6.5 


Don't Know 


1.1 


1.4 


0.0 


0.0 


Refused 


0.3 


0.1 


0.0 


0.0 



95 

, / 

FEEL LOAN STUDENT BORROWERS 20 



{IF DECONT NE 1 THEN SKIP TO LABEL G. I } 
G.2E Contacts with the Department of Education 















; 


Very important 


50.0 


67.5 


50.0 


67.5 


Somewhat important 


41.7 


26.8 


41.7 


26.8 


Somewhat unimportant 


4.2 


0.1 


4.2 


0.1 


Not at all important 


0.0 


0.0 


0.0 


0.0 


Not applicable 


4.2 


5.5 


4.2 


5.5 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



LABEL G.I (IF LOANTYPE NE pFESSL OR FFEUSL THEN SKIP TO LABEL G.2} 
G.2F Explanation of loan terms by your lender 











4 ^ 






Very important 


54.7 


56.7 


55.7 


58.2 


Somewhat important 


28.0 


28.1 


28.5 


28.8 


Somewhat unimport^t 


4.1 


4.1 


4.2 


4.2 


Not at all important 


1.2 


0.7 


1.2 


0.7 


Not applicable 


10.3 


7.8 


10.4 


8.0 


Don't Know 


1.5 


2.5 


0.0 


0.0 


Refused 


0.3 


0.1 


0.0 


0.0 



G. 2 G Explanation of loan terms by your guarantee agency 









'“■MlV 


<• 1 - >! 


rifuwtl 




Very important 


47.1 


48.4 


48.9 


50.8 


Somewhat important 


29.9 


32.0 


31.1 


33.7 


Somewhat unimportant 


2.6 


2.3 


2.7 


2.4 


Not at all important 


1.3 


1.1 


1.4 


1.2 


Not applicable 


15.4 


11.4 


16.0 


11.9 


Don't Know 


3.4 


4.8 


0.0 


0.0 


Refused 


0.3 


0.1 


0.0 


0.0 
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G.2HExplanation of loan terms by your loan servicer 













r: tjW': 




Very important 


49.9 


50.9 


51.5 


53.1 


Somewhat important 


28.6 


29.4 


29.5 


30.7 


Somewhat unimportant 


2.3 


2.1 


2.4 


2.2 


Not at all important 


1.8 


2.0 


1.8 


2.1 


Not applicable 


14.2 


11.5 


14.7 


12.0 


Don't Know 


2.9 


4.0 


0.0 


0.0 


Refused 


0.3 


0.1 


0.0 


0.0 



LABEL G.2 {IF EXITCNSL NE 1 THEN SKIP TO LABEL H.l} 
G.2.I Effectiveness of exit counseling 















; i-fW 


Very important 


62.5 


54.6 


64.1 


56.9 


Somewhat important 


25.6 


30.4 


26.3 


31.6 


Somewhat unimportant 


6.3 


6.3 


6.4 


6.6 


Not at all important 


1.9 


1.8 


1.9 


1.9 


Not applicable 


1.3 


3.0 


1.3 


3.1 


Don't Know 


1.9 


3.7 


0.0 


0.0 


Refused 


0.6 


0.3 


0.0 


0.0 
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SECTION H: PREVIOUS LOANS 



LABEL H.l {IF PREVLOAN NE 1 THEN SKIP TO LI } 

H.I You mentioned earlier in this interview that you had at least one prior student loan. I would 
like for you to think about the Federal student loan that you received immediately before 
receiving your 1996-97 student loan. By that I mean the most recent Federal loan that you 
received during the 1995-96 school year. Please do not include multiple-disbursement loans 
or multiple loans for the 1996-97 school year. 

[Prompt, if necessary: The prior loan does not have to be from the previously indicated 
school] 

[Prompt, if necessary: The 1996-97 school year is between July 1, 1996, and June 30, 1997, 
and the 1995-96 school year is between July 1, 1995, and June 30, 1996] 



Did you have one of the following types of Federal loans immediately prior to your 1996-97 
loan? 





A H 4--* 

: 44i* — #*>441 


^ ^ -f ff 










Federal Direct Subsidized Stafford Loan 


24.7 


24.9 


33.1 


32.6 


Federal Direct Unsubsidized Stafford Loan 


9.5 


11.1 


12.7 


14.6 


Federal Family Education Subsidized Stafford Loan 


29.3 


28.5 


39.3 


37.3 


Federal Family Education Unsubsidized Stafford Loan 


11.1 


11.9 


14.9 


15.6 


Don't Know 


24.7 


23.4 


0.0 


0.0 


Refused 


0.5 


0.2 


0.0 


0.0 



H.2 How did your overall experience in obtaining your 1996-97 Federal loan compare with your 
experience obtaining your prior Federal loan? Was it 









rv'Wfl 








More positive 


14.4 


16.8 


15.1 


17.5 


Less positive (SKIP TO H.4} 


7.1 


6.9 


7.4 


7.2 


About the same (SKIP TO H.4} 


73.9 


72.5 


77.5 


75.4 


Don’t Know (SKIP TO H.4) 


3.8 


3.7 


0.0 


0.0 


Refused (SKIP TO H.4}, 


0.8 


0.2 


0.0 


0.0 
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H.3 Why do you consider your overall experience with your 1 996-97 (prior) loan experience to be 
more positive? 

[DO NOT READ LIST] 





;'Tbtaiir,r 




: mi: 


: W ' 






1 was more familiar with the process when applying for my 1996-97 loan 


27.7 


22.5 


28.6 


23.0 


The paperwork necessary to get the loan was easier to complete 


16.9 


11.3 


17.5 


11.5 


There was less paperwork 


12.3 


19.2 


12.7 


19.6 


1 did not have to wait as long to get my loan 


12.3 


23.7 


12.7 


24.3 


There were shorter lines 


0.0 


0.0 


0.0 


0.0 


The financial aid staff was more helpful and accessible 


10.8 


5.3 


11.1 


5.4 


The lender or guarantor interaction was helpful 


3.1 


2.0 


3.2 


2.1 


Other [specify] 


13.8 


13.7 


14.3 


14.0 


Don’t Know 


3.1 


2.4 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



H.4 For each of the following specific aspects of the loan process, please tell me how your 
experience with your 1 996-97 Federal loan compares with your experience in obtaining your 
prior loan? Specifically, was it more positive, less positive, or about the same? 

H.4AThe loan application process 





Total 




t'-mf ■' 


, ; Wl'I 




; ■■ 


More Dositive 


16.6 


17.3 


17.2 


18.1 


Less DOsitive 


4.3 


4.3 


4.5 


4.4 


About the same 


73.6 


73.2 


76.6 


76.4 


Not aoDlicable 


1.6 


1.0 


1.7 


1.1 


Don’t Know 


3.0 


4.0 


0.0 


0.0 


Refused 


0.8 


0.2 


0.0 


0.0 



H.4BThe timeliness of receiving loan funds 







' ;r:t¥aiid\ : 


W. : 








More positive 


14.1 


16.5 


14.6 


17.1 


Less positive 


10.6 


13.9 


11.0 


14.4 


About the same 


70.1 


65.0 


72.7 


67.4 


Not applicable 


1.6 


1.1 


1.7 


1.1 


Don’t Know 


2.7 


3.3 


0.0 


0.0 


Refused 


0.8 


0.2 


0.0 


0.0 
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H.4C The explanation of terms by the financial-aid office 







•' -V Valid ■ ' ' ' 




r! 






More positive 


10.1 


9.9 


10.4 


10.2 


Less positive 


6.8 


8.1 


7.0 


8.3 


About the same 


76.1 


76.2 


78.4 


78.8 


Not applicable 


4.1 


2.6 


4.2 


2.7 


Don’t Know 


2.2 


3.1 


0.0 


0.0 


Refused 


0.8 


0.2 


0.0 


0.0 



H.4D Entrance counseling 







: ; r.yalidttjl:;: 


nuw:-; 


ri! w. 




V- ■’Sf- 


More positive 


7.9 


6.7 


8.3 


7.2 


Less positive 


4.6 


4.5 


4.9 


4.8 


About the same 


58.2 


55.4 


61.3 


59.4 


Not applicable 


24.2 


26.8 


25.5 


28.6 


Don’t Know 


4.3 


6.4 


0.0 


0.0 


Refused 


0.8 


0.2 


0.0 


0.0 



H.4E Contacts with the Department of Education 





Total I 


Walid ; ; ■ V, 




'W a 




' ■ - W. ; 


More positive 


2.7 


3.0 


2.8 


3.2 


Less positive 


2.7 


2.5 


2.8 


2.6 


About the same 


34.5 


34.8 


36.2 


36.5 


Not applicable 


55.4 


55.1 


58.1 


57.7 


Don’t Know 


4.1 


4.4 


0.0 


0.0 


Refused 


0.5 


0.2 


0.0 


0.0 



{IF PRIOR = I THEN SKIP TO H.5} 
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H.4F Explanation of loan terms by your lender 





: Total, 


VaUd'T'H''; 




1 




r::VW. : 


; i" W * 


More positive 


5.4 


4.3 


5.7 


4.6 


Less positive 


2.5 


2.4 


2.6 


2.6 


About the same 


68.6 


71.9 


72.5 


76.5 


Not applicable 


18.2 


15.3 


19.2 


16.2 


Don’t Know 


4.1 


5.7 


^ 0.0 


0.0 


Refused 


1.2 


0.3 


0.0 


0.0 



H.4G Explanation of loan terms by your guarantee agency 





k 




r:fl t ^^fVi 














More positive 


5.0 


4.3 


5.3 


4.7 


Less positive 


2.5 


3.5 


2.6 


3.7 


About the same 


63.6 


67.4 


67.5 


72.4 


Not applicable 


23.1 


17.9 


24.6 


19.2 


Don’t Know 


4.5 


6.7 


0.0 


0.0 


Refused 


1.2 


0.3 


0.0 


0.0 



H.4H Explanation of loan terms by your loan servicer 













MMM 






More positive 


4.1 


2.5 


4.4 


2.7 


Less positive 


2.9 


2.8 


3.1 


3.1 


About the same 


64.5 


68.8 


68.4 


73.8 


Not applicable 


22.7 


19.1 


24.1 


20.5 


Don’t Know 


4.5 


6.5 


0.0 


0.0 


Refused 


1.2 


0.3 


0.0 


0.0 



iJi 
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H.4I Exit counseling 





i'- V § < ^ 


4''-: -V^allCl - f f l 


liPy::" 


,v, C ,’’4- 


^ 4 'V.V%^ 




More positive 


5.0 


2.8 


5.4 


3.1 


Less positive 


2.1 


2.6 


2.2 


2.9 


About the same 


29.3 


27.4 


31.7 


30.2 


Not applicable 


56.2 


58.1 


60.7 


63.9 


Don’t Know 


6.2 


8.7 


0.0 


0.0 


Refused 


1.2 


0.3 


0.0 


0.0 



H.5 Did you consolidate your 1996-97 {LOANDEF} loan with your previous loan? 





5,C4r*" Total 4 i 


: ■' 'yalM;' V'“ 






’ ;TOy:.:? 




Yes 


42.7 


42.9 


49.4 


50.1 


No {SKIP TO 1.1} 


43.8 


42.8 


50.6 


49.9 


Don't Know {SKIP TO 1.1} 


12.5 


13.6 


0.0 


0.0 


Refused {SKIP TO 1.1} 


1.1 


0.6 


0.0 


0.0 



H.6 Since you have consolidated your student loans, are you more satisfied or less satisfied with 
the level of assistance received from the loan services? 





;• TotaT u * 


Valid I’v;; 


i iuw. ■ : 


-r.w;:; 


: i-uw'. ^ 




More satisfied 


41.4 


41.2 


42.8 


41.7 


Less satisfied 


5.1 


8.2 


5.3 


8.3 


No difference 


50.3 


49.3 


52.0 


50.0 


Don’t Know 


3.2 


1.3 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION I: DEMOGRAPHIC CHARACTERISTICS 



I.l The last few questions are for research purposes only. In order to group answers into specific 
categories, I need to ask . . . 

What degrees or certificates, if any, have you received from {SCHOOL NAME}? 

[Read list] 

[Check all that apply] 









1 Valid i 






• 




:’W 


Certificate or diploma 


8.9 


3.6 


9.1 


3.6 


Associate's degree 


7.1 


3.9 


7.2 


3.9 


Bachelor's degree 


9.1 


8.8 


9.2 


8.9 


Master's degree 


2.0 


3.2 


2.0 


3.3 


Doctoral degree 


0.6 


0.7 


0.6 


0.7 


Professional degree [Prompt, if necessary: such as law, medical, or dental degrees! 


1.6 


1.5 


1.6 


1.6 


Other [Specify] 


2.0 


1.1 


r 2.0 


1.1 


None 


67.5 


76.4 


68.4 


77.0 


Don't Know 


0.9 


0.6 


0.0 


0.0 


Refused 


0.4 


0.3 


0.0 


0.0 



(IF INSCH =0,THEN SKIP TO 1.3} 

1.2 What degrees or certificates, if any do you anticipate earning from (SCHOOL NAME}? 
[Read list] 

[Check all that apply] 



















Certificate or diploma 


5.7 


3.5 


5.8 


3.5 


Associate's degree 


12.3 


10.9 


12.5 


11.1 


Bachelor's degree 


45.1 


57.4 


45.9 


58.7 


Master's degree 


11.7 


8.1 


11.9 


8.3 


Doctoral degree 


4.3 


4.1 


4.4 


4.2 


Professional degree [Prompt, if necessaiy: such as law, medical, or dental degrees] 


4.7 


2.5 


4.8 


2.5 


Other [Specify] 


3.7 


2.9 


3.8 


3.0 


None 


10.7 


8.5 


10.9 


8.7 


Don't Know 


1.4 


1.8 


0.0 


0.0 


Refused 


0.4 


0.3 


0.0 


0.0 
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1.3 When you received your 1996-97 loan, did you also receive a Pell Grant? 







Valid* ’t'!! ' 




’ll 


|;i"uw4'i' 


V .4 >5« 


Yes 


40.0 


38.4 


42.9 


43.0 


No 


53.3 


50.9 


57.1 


57.0 


Don’t Know 


6.4 


10.6 


0.0 


0.0 


Refused 


0.3 


0.1 


0.0 


0.0 



1.4 Did you attend {SCHOOL NAME} full time, at least half time, or less than half time during 
the 1 996-97 academic year? 







; -f:' V 


PtfWl 


nW^t 






Full time (Prompt, if necessary: 12 or more credits in a semester} 


85.0 


88.6 


85.5 


88.8 


At least half time (Prompt, if necessary :9 to 12 credits in a semester} 


12.9 


9.3 


12.9 


9.3 


Less than half time (Prompt, if necessary: less than 9 credits in a semester} 


1.6 


1.8 


1.6 


1.8 


Don’t Know 


0.1 


0.0 


0.0 


0.0 


Refused 


0.4 


0.3 


0.0 


0.0 



1.5 Which of the following best describes (SCHOOL NAME} Is it : 
[Read list] 







: ;.-Va 


iiidifl-i 




liUW : 




-.W- 




A four-year college or university 


51.0 


67.3 


51.2 


67.5 


A community or junior college 


12.6 


10.5 


12.6 


10.5 


A two-year-or-more career school 


11.7 


7.9 


11.8 


8.0 


A more-than-one-year but less-than-two-year career school 


6.3 


4.7 


6.3 


4.7 


A single-year or less-than-one-year career school 


4.4 


1.3 


4.4 


1.3 


Professional School [Prompt, if necessary: such as law, medical, or dental school] 


4.7 


3.6 


4.7 


3.6 


Graduate School [Prompt, if necessary: for masters or doctoral program] 


6.6 


3.8 


6.6 


3.8 


Other [specify] 


2.3 


0.6 


2.3 


0.6 


Don’t Know 


0.1 


0.2 


0.0 


0.0 


Refused 


0.3 


0.1 


0.0 


0.0 



(IF INSCH =1 AND YEAR NE 1, THEN SKIP TO 1.7} 
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1.6 Which of the following best describes your present education level? 



[Read list] 





. : ■ ; rTotaPt: ; : i 










■? * 4- 7 ^ 


Freshman 


3.2 


6.0 


3.2 


6.0 


Sophomore 


17.3 


16.3 


17.4 


16.4 


Junior 


23.4 


27.7 


23.5 


27.7 


Senior 


32.7 


35.1 


32.8 


35.2 


Master's degree candidate 


11.8 


7.1 


11.9 


7.1 


Doctoral degree candidate 


4.3 


3.5 


4.3 


3.5 


Professional degree candidate 


6.4 


3.9 


6.4 


4.0 


Other [specify] 


0.6 


0.1 


0.6 


0.1 


Don't Know 


0.3 


0.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



{SKIP TO 1.8} 

1.7 Which of the following best describes your present education level? 
[Read list] 





U.: rriotai 


; Li"' 






tiUW-: 




First year 


20.6 


25.9 


21.3 


29.1 


Second or later year 


69.5 


59.3 


71.7 


66.6 


Other [specify] 


6.9 


3.8 


7.1 


4.3 


Don't Know 


1.5 


9.4 


0.0 


0.0 


Refused 


1.5 


1.6 


0.0 


0.0 
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1.8 When you applied for your 1 996-97 loan at {SCHOOL NAME}, were you classified by the 
financial-aid office as an independent student or a dependent student? 

[Prompt, if necessary with definitions of each classification given in training manual] 

















Independent student 


59.6 


50.5 


62.0 


52.1 


Dependent student 


36.6 


46.3 


38.0 


47.9 


Don’t Know 


3.6 


3.1 


0.0 


0.0 


Refused 


0.3 


0.1 


0.0 


0.0 



1.9 To make sure we include all segments of the population, I need to ask 
What is your age? 









’MmMi 




II 




Age given {SKIPTOI.il} 


98.9 


99.4 


100.0 


100.0 


Refused 


1.1 


0.6 


0.0 


0.0 



1. 1 0 Which of the following groups best describes your age? 
[Read list] 







- i >.^V . < 










17-20 


0.0 


0.0 


0.0 


0.0 


21-24 


0.0 


0.0 


0.0 


0.0 


25-34 


12.5 


34.1 


33.3 


65.1 


35-44 


12.5 


4.7 


33.3 


9.0 


45-54 


12.5 


13.5 


33.3 


25.8 


55-64 


0.0 


0.0 


0.0 


0.0 


65 and over 


0.0 


0.0 


0.0 


0.0 


Don't Know 


12.5 


2.6 


0.0 


0.0 


Refused 


50.0 


45.0 


0.0 


0.0 



OG 
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1. 1 1 Would you classify yourself as 



[Read list] 





1 •' i ? TQtol ^ g 














American Indian or Alaskan Native 


2.7 


2.7 


2.8 


2.7 


Asian or Pacific Islander 


4.6 


4.3 


4.7 


4.4 


Black, not of Hispanic origin 


11.7 


11.1 


12.0 


11.5 


White, not of Hispanic origin 


69.0 


69.5 


70.8 


72.0 


Hispanic, or 


6.4 


5.9 


6.6 


6.1 


Other [specify] 


3.0 


3.1 


3.1 


3.2 


Don't Know 


0.4 


0.2 


0.0 


0.0 


Refused 


2.1 


3.1 


0.0 


0.0 



1. 1 2 Which of the following best describes the highest level of education that you have completed? 
[Read list] 





.1 


"i'tlValidtt?,: 










,r Mt: 


High school graduate or equivalent 


22.9 


28.3 


23.1 


28.5 


Certificate or diploma 


22.9 


9.0 


23.1 


9.1 


Associate's degree 


19.3 


16.1 


19.5 


16.3 


Bachelor's degree 


21.5 


26.8 


21.7 


27.0 


Master's degree 


5.4 


7.4 


5.4 


7.5 


Doctoral degree 


1.3 


1.5 


1.4 


1.5 


Professional degree [Prompt, if necessary: such as law, medical, or dental degrees] 


4.5 


8.9 


4.5 


9.0 


Other [Specify] 


1.3 


1.2 


1.4 


1.2 


Don't Know 


0.4 


0.7 


0.0 


0.0 


Refused 


0.4 


0.2 


0.0 


0.0 
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1.13 Which of the following best describes your current employment status? 



[Read list] 







■. 'jf' 4'' V"! 








'<yy > < 


Employed full-time, or at least 35 hours per week 


70.4 


70.1 


70.7 


70.2 


Employed part-time, or under 35 hours per week 


15.2 


20.1 


15.3 


20.1 


Not employed {SKIP TO 1.16} 


13.9 


9.7 


14.0 


9.7 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.4 


0.2 


0.0 


0.0 



LABEL 1. 1 {IFINSCHNE 1 ORTRNSFRNEl THEN SKIP TO 1.15} 

1.14 On the average, how many hours per week do you work during the school year? 
[Read list] 







zimimmU'W. 


rtiwW't 


sV'*; -^\V?' I'f 






0 hours (SKIP TO 1.16} 


24.5 


24.0 


25.1 


24.6 


1 -5 hours 


2.1 


1.3 


2.1 


1.3 


6-10 hours 


10.1 


11.7 


10.3 


12.0 


11-20 hours 


22.6 


23.0 


23.2 


23.6 


More than 20 hours 


38.4 


37.5 


39.3 


38.5 


Don't Know 


1.7 


1.9 


0.0 


0.0 


Refused 


0.6 


0.5 


0.0 


0.0 



1. 1 5 Are you currently employed in a field that is related to your major? 















WMm 


Yes 


48.9 


43.3 


49.5 


43.8 


No 


49.8 


55.5 


50.5 


56.2 


Don't Know 


0.5 


0.6 


0.0 


0.0 


Refused 


0.7 


0.5 


0.0 


0.0 
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1. 1 6 Which of the following categories best describes your current annual income? 



[Read list] 







‘Valid ■ 






: uwK 


■ ■ ’ W " ' 


Less than $20,000 


68.3 


71.1 


73.4 


76.9 


$20,000 - $39,999 


19.3 


16.2 


20.7 


17.5 


$40,000 - $49,999 


2.9 


2.6 


3.1 


2.9 


$50,000 - $74,999 


1.1 


0.8 


1.2 


0.9 


$75,000 or more 


1.4 


1.8 


1.5 


1.9 


Don't Know 


0.9 


0.9 


0.0 


0.0 


Refused 


6.1 


6.7 


0.0 


0.0 



1.17 GENDER OF RESPONDENT 
[VOICE RECOGNITION ONLY] 







r St. 




i- f 4\>i ^ 






Male 


40.1 


44.3 


40.1 


44.3 


Female 


59.8 


55.5 


59.8 


55.5 


Unknown 


0.1 


0.2 


0.1 


0.2 
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BORROWER TELEPHONE SURVEY 
DIRECT LOAN PARENT BORROWERS 



SECTION B: LOAN ORIGINATION AND IN-SCHOOL 
FINANCIAL AID CONTACTS 



B.l The next few questions pertain to the loan application process for your 1996-97 PLUS loan. 

Would you describe the level of ease in obtaining your 1996-97 Federal PLUS loan as 
[Read list] 

















Very easy 


41.9 


38.3 


42.8 


38.4 


Somewhat easy 


39.4 


41.7 


40.2 


41.7 


Somewhat difficult 


11.6 


14.3 


11.9 


14.3 


Very difficult 


5.1 


5.6 


5.2 


5.6 


Don't Know 


2.0 


0.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.2 In your opinion, did you receive your loan funds in a timely manner? 











MSI 




SSIB 




Yes {SKIP TO B.4} 


87.9 


83.5 


88.8 


84.6 


No 


11.1 


15.2 


11.2 


15.4 


Don't Know {SKIP TO B.4} 


1.0 


1.3 


0.0 


0.0 


Refused {SKIP TO B.4} 


0.0 


0.0 


0.0 


0.0 
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B.3 Did the delay in receiving your loan funds have any of the following effects? 
[Read list, select all that apply] 





: , Total ' ■ 


;; Valid* * 


ruw. 


. WL' 


■ tJW .. 




Delayed registration 


8.3 


1.9 


10.0 


4.0 


Delayed student from starting classes on time 


4.2 


■ 0.4 


5.0 


0.7 


Caused student to drop out of school 


0.0 


0.0 


0.0 


0.0 


Caused student to apply for a bridge or emergency loan, or extra financing 


20.8 


29.7 


25.0 


62.0 


Other [specify] 


50.0 


15.9 


60.0 


33.2 


Don’t Know 


16.7 


52.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4 Overall, how satisfied were you with each of the following aspects of your 1996-97 PLUS loan 
application process? Were you very satisfied, somewhat satisfied, somewhat dissatisfied, or 
very dissatisfied? 

[Repeat list of responses for each question, as needed] 

B.4 A The way the financial aid staff at {SCHOOL NAME} explained your loan terms 





■i - ■ *T6tal ^ ' t < 


' , ■ Valid * U 


TT.IJWJ: 


:W 




2 a ;2' 


Very satisfied 


38.9 


32.0 


41.6 


33.8 


Somewhat satisfied 


43.9 


54.5 


47.0 


57.6 


Somewhat dissatisfied 


7.1 


6.0 


7.6 


6.3 


Very dissatisfied 


3.5 


2.2 


3.8 


2.3 


Don't Know 


6.6^ 


5.4 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4B Your awareness of when your loan payments would start 
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f ’tw “ * 


Very satisfied 


49.5 


42.0 


50.8 


43.4 


Somewhat satisfied 


35.9 


41.1 


36.8 


42.5 


Somewhat dissatisfied 


8.1 


7.7 


8.3 


8.0 


Very dissatisfied 


4.0 


5.8 


4.1 


6.0 


Don't Know 


2.5 


3.3 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4C The responsiveness of the financial aid staff to your questions and concerns 









Vs 

-V , .iv. . .• . ’.iC'.. . . *. <v> 




iMmi- 


.■4--S :• i 


Very satisfied 


47.5 


44.5 


50.3 


47.2 


Somewhat satisfied 


34.3 


38.6 


36.4 


41.0 


Somewhat dissatisfied 


8.6 


9.0 


9.1 


9.5 


Very dissatisfied 


4.0 


2.2 


4.3 


2.3 


Don't Know 


5.6 


5.8 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4D Explanation by the financial-aid office of the steps of the loan process required for a student 
to transfer schools 





y-Tpti ^ r:,; ; 


:::.:.:.-vaiidf: 




; 




jy:.,; ; 


Very satisfied 


19.7 


15.1 


43.8 


36.3 


Somewhat satisfied 


18.2 


18.6 


40.4 


44.7 


Somewhat dissatisfied 


5.1 


6.3 


11.2 


15.2 


Very dissatisfied 


2.0 


1.6 


4.5 


3.9 


Don't Know 


54.5 


58.5 


0.0 


0.0 


Refused 


r 0.5 


0.0 


0.0 


0.0 



{IF LOANTYPE NE FFEPLUS, THEN SKIP TO C. 1 } 
B.4E The way your lender explained your loan terms 



BEST COPY AVAILABLE 
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f. A- I 

' Vi: '*4 ' 4;. 


Valid , 






:''uw-: ■ 


: . 'w ■ : 


Very satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat dissatisfied 


0.0 


0.0 


0.0 


0.0 


Very dissatisfied 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4F The way your guarantee agency explained your loan terms 





,.4^... TotaJj 


^ if' t '■ 








-a; 


Very satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat dissatisfied 


0.0 


0.0 


0.0 


.0.0 


Very dissatisfied 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4GThe way your loan servicer explained your loan terms 





; »■ _ Total v--rL 


■'i-:;.:..va!idr: : :■ 


r;.uw r 


::: w;-?; 


nuw f 




Very satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat dissatisfied 


0.0 


0.0 


0.0 


0.0 


Very dissatisfied 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



114 

er|c 



DIRECT LOAN PARENT BORROWERS 



SECTION C: BORROWER AWARENESS OF LOAN TERMS 

C. 1 The next series of questions deals with the key terms, features, and conditions of your 1 996-97 
PLUS loan. 

First of all, what was the approved amount of your PLUS loan for (STUDENT FIRST 
NAME} for the 1996-97 academic year? 

[If respondent cannot provide exact amount, probe for approximate amount] 

[If respondent received two loans of the same type during the 1 996-97 school year, ask for the 
amount of the most recent loan] 















>> W 


Amount 


26.3 


30.0 


35.1 


41.1 


Approximate amount 


48.5 


43.1 


64.9 


58.9 


Don’t Know 


22.2 


24.1 


0.0 


0.0 


Refused 


3.0 


2.8 


0.0 


0.0 



C.2 What is your interest rate for your 1996-97 PLUS loan? 

[If respondent cannot provide exact rate, probe for approximate rate] 

[If respondent received two loans of the same type during the 1 996-97 school year, ask for the 
rate associated with the most recent loan] 







■ .Valid .. 


llUW'l' 


i. wiv> 






Rate 


19.7 


22.5 


33.6 


37.7 


Estimated rate 


38.9 


37.2 


66.4 


62.3 


Don’t Know 


40.9 


40.3 


0.0 


0.0 


Refused 


0.5 


0.1 


0.0 


0.0 



C.3 Approximately how many years do you think it will take you to pay off all of your Federal 
PLUS loans incurred while (STUDENT FIRST NAME} is attending school? 







Valid, 


IITIWli 








Years 


71.7 


72.3 


95.9 


98.7 


Already paid 


3.0 


1.0 


4.1 


1.3 


Don’t Know 


24.7 


26.7 


0.0 


0.0 


Refused ; j 


0.5 


0.0 


0.0 


0.0 
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C.4 Can you please tell me three possible consequences of defaulting on your 1 996-97 PLUS loan? 
[Do not read list] 







liy .VaUd'Tilc: 






rilXW; 




Adverse credit reports 


20.2 


20.1 


36.7 


34.0 


Garnishment of wages 


8.3 


8.4 


15.1 


14.2 


Litigation 


8.7 


10.3 


15.8 


17.5 


Government keeps lottery winnings 


0.4 


0.6 


0.7 


1.1 


Government keeps income tax refunds 


6.7 


6.0 


12.2 


10.2 


Other [specify] 


10.7 


13.5 


19.4 


22.9 


Don’t Know 


45.1 


41.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION D: CONTACT/COMMUNICATIONS WITH THE DEPARTMENT OF 

EDUCATION 



{IF LOANTYPE = FFEPLUS, THEN SKIP TO D.5} 

D.l The next few questions ask about specific contacts or communications 

that you have had with the Department of Education and its loan servicers to whom you will 
make, or are currently making, payments on your 1996-97 PLUS loan. 

Did you have any contact with the Department of Education and its loan servicers regarding 
your 1996-97 Federal Direct PLUS loan? 





I*'! 






'W “f 




Hwf: 


Yes 


29.8 


26.0 


30.6 


26.4 


No 


67.7 


72.5 


69.4 


73.6 


Don't Know 


1.5 


1.4 


0.0 


0.0 


Refused 


1.0 


0.1 


0.0 


0.0 



D.2 Have you contacted the Department of Education or its loan servicers for any of the following 
- reasons pertaining to your 1996-97 PLUS loan? 

[Read list of items and select all that apply] 

[Prompt, if necessary; “Did you contact the Department of Education or its loan servicers for 
• • ■”] 





Total* ■ 




JiUW7' 




;.'UW. ♦ 




Explanation of loan terms 


13.3 


7.0 


13.3 


7.0 


Loan repayment information [Prompt, if necessary: 
For example, payment due date, payment amount, 
where to send payment] 


45.3 


39.3 


45.3 


39.3 


Change of address 


0.0 


0.0 


0.0 


0.0 


Loan forbearance 


8.0 


16.3 


8.0 


16.3 


Loan delinquency 


6.7 


10.8 


6.7 


10.8 


Loan default 


4.0 


9.5 


4.0 


9.5 


Loan consolidation 


0.0 


0.0 


0.0 


0.0 


Loan deferment 


8.0 


3.3 


8.0 


3.3 


Other [specify] 


14.7 


13.7 


14.7 


13.7 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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D.3 On a scale of one to five, with one being the lowest and five being the highest, how would you 
rate your level of satisfaction with each of the following items when contacting the Department 
of Education or its loan servicers regarding your 1996-97 loan? 



D.3 A The helpfulness of the representatives 





» ■■■ VC .■*>- .Total-' 

:: .-<k ' ■ ' V ? 












1 


3.4 


0.3 


3.4 


0.3 


2 


5.1 


4.7 


5.2 


4.7 


3 


16.9 


20.3 


17.2 


20.4 


4 


16.9 


16.6 


17.2 


16.7 


5 


55.9 


57.3 


56.9 


57.8 


Don't Know 


1.7 


0.8 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.3BThe courtesy of the representatives 











^ ; V 4 




T 


1 


1.7 


0.7 


1.7 


0.7 


2 


1.7 


0.3 


1.7 


0.3 


3 


11.9 


11.2 


11.9 


11.2 


4 


20.3 


21.6 


20.3 


21.6 


5 


64.4 


66.2 


64.4 


66.2 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.3CThe level of knowledge of representatives 





. -Total 1' ■- 


Ii3;validt:'-:T1 




* ? m -r t 


? .'Wr^ 




1 


1.7 


0.1 


1.7 


0.1 


2 


8.5 


11.1 


8.6 


11.1 


3 


10.2 


18.7 


10.3 


18.7 


4 


16.9 


18.9 


\12 


18.9 


5 


61.0 


51.1 


62.1 


51.2 


Don't Know 


1.7 


0.2 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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D.3DThe timeliness in processing or addressing your requests 









.yaiici:.- ‘-v rtt 








.. 


w. •; 


1 


10.2 


1.7 


10.5 


1.8 


2 


6.8 


23.7 


7.0 


23.9 


3 


10.2 


5.6 


10.5 


5.7 


4 


23.7 


25.2 


24.6 


25.4 


5 


45.8 


42.8 


47.4 


43.3 


Don't Know 


3.4 


1.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.3E The usefulness of the information you received 





riitM'ii 




In 






IIWSl 








1 


8.5 


3.7 


8.5 


3.7 


2 


8.5 


18.6 


8.5 


18.6 


3 


11.9 


9.4 


11.9 


9.4 


4 


22.0 


24.6 


22.0 


24.6 


5 


49.2 


43.7 


49.2 


43.7 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.4 Overall, how satisfied are you with any contacts that you have had with the Department of 
Education or its loan servicers regarding your 1996-97 PLUS loan? Are you 

[Read list] 







^ V ... ..... j:- 












Very satisfied 


55.9 


58.3 


55.9 


58.3 


Somewhat satisfied 


28.8 


35.2 


28.8 


35.2 


Somewhat dissatisfied 


r 8.5 


5.6 


8.5 


5.6 


Very dissatisfied 


6.8 


0.9 


6.8 


0.9 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



{SKIP TO LABEL E.l} 
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D.5 The next few questions ask about specific contacts or communications that you have had 
with the Department of Education. 

Did you have any contact with the Department of Education regarding your 1 996-97 
Federal Family Education PLUS loan? 





Total 


:: , ■ Valid 




- w : ■ 


i uw . 


.uw*:. 


Yes 


0.0 


0.0 


0.0 


0.0 


No {SKIP TO LABEL E.l} 


0.0 


0.0 


0.0 


0.0 


Don't Know (SKIP TO LABEL E. 1 } 


0.0 . 


0.0 


0.0 


0.0 


Refused (SKIP TO LABEL E. 1 } 


0.0 


0.0 


0.0 


0.0 



D.6 Have you contacted the Department of Education for any of the following reasons 
pertaining to your 1996-97 PLUS loan? 

[Read list of items and select all that apply] 

[Prompt, if necessary: Did you contact the Department of Education for . . .”] 







Valid 






MIW : 


; ; W:;- 


Explanation of loan terms 


0.0 


0.0 


0.0 


0.0 


Loan repayment information [Prompt, if necessary: 
For example, payment due date, payment amount, 
where to send payment] 


0.0 


0.0 


0.0 


0.0 


Change of address 


0.0 


0.0 


0.0 


0.0 


Loan forbearance 


0.0 


0.0 


0.0 


0.0 


Loan delinquency 


0.0 


0.0 


0.0 


0.0 


Loan default 


0.0 


0.0 


0.0 


0.0 


Loan consolidation 


0.0 


0.0 


0.0 


0.0 


Loan deferment 


0.0 


0.0 


0.0 


0.0 


Other [specify] 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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D.7 On a scale of one to five, with one being the lowest and five being the highest, how would 
you rate your level of satisfaction with each of the following items when contacting the 
Department of Education regarding your 1996-97 loan? 

D.7AThe helpfulness of the representatives 











<> ■ 1 : 












1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.7BThe courtesy of the representatives 



















ii;W|v 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.7CThe level of knowledge of representatives 







(Mffcfcii 


"’tr 










rf 


"Uw;-;- 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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D.7DThe timeliness in processing or addressing your requests 





'■% LT 6 fallTrn :; 


Valid , u 


uw :,:;: 


: nW' V 


f ' iiW ' : 


; :\v 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.7E The usefulness of the information you received 





L ' Total 


VaUd 


UW 


■ , W ' : 


: TJW; 


; W: : ;; 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.8 Overall, how satisfied are you with any contacts that you have had with the Department of 
Education regarding your 1996-97 PLUS loan? Are you 

[Read list] 





: ; Total, 


, ; Valid ; : 


■ ■ W 


■' :w: u 


r?UW:J. 


: ' : w: ' . 


Very satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat dissatisfied 


0.0 


0.0 


0.0 


0.0 


Very dissatisfied 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION E: CONTACT/COMMUNICATIONS WITH 
OTHER SERVICE PROVIDERS 

LABEL E.l {IF LOANTYPE NE FFEPLUS THEN SKIP TO F.l } 

The next few questions ask about specific contacts or communications that you have had with your 
lender, your guarantee agency, or your servicing agency regarding your 1996-97 PLUS loan. 

E.l Did you have any contact with your lender, your guarantee agency, or your servicing agency 
regarding your 1996-97 Federal Family Education PLUS loan? 







: : ^Vaiw 


■:tjw- ^ 




.Vpw. 


w : 


Yes 


0.0 


0.0 


0.0 


0.0 


No 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.2 Was the contact with your lender, guarantee agency, or servicing agency regarding your 1 996- 
97 PLUS loan for any of the following reasons? 

[Read list and indicate all that apply] 

[Prompt, if necessary: “Please tell me if this is a reason why you contacted the Department 
of Education.”] 





Total 


. Valid 


UW 


w 


UW 


w 


Explanation of loan terms 


0.0 


0.0 


0.0 


0.0 


Loan repayment information [Prompt, if necessary: 
For example, payment due date, payment amount, 
where to send payment] 


0.0 


0.0 


0.0 


0.0 


Change of address 


0.0 


0.0 


0.0 


0.0 


Loan forbearance 


0.0 


0.0 


0.0 


0.0 


Loan delinquency 


0.0 


0.0 


0.0 


0.0 


Loan default 


0.0 


0.0 


0.0 


0.0 


Loan consolidation 


0.0 


0.0 


0.0 


0.0 


Loan deferment 


0.0 


0.0 


0.0 


0.0 


Other [specify] 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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E.3 On a scale of one to five, with one being the lowest five being the highest, how would you rate 
your general level of satisfaction with each of the following items when contacting your lender, 
your guarantee agency, your servicing agency regarding your 1996-97 loan? 

E.3 A The helpfulness of representatives 





- ^ -V ^ H Ipotsi ^ " '■ 


' ;Valia; '■ 








::;w: ■ ' 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.3B The courtesy of representatives 







J:, :.AfaUd!i - : 


a'UW- 




liTWT 




1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.3C The level of knowledge of the representatives 





■ 'r 




r ^.invaiidnrn: 








.IXJW. ; 




1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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E.3D The timeliness in processing or addressing your requests 







Valid! 






iifW; : 


■; ;w.:! 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.3E The usefulness of the information received 







L; ’-‘JVaUd.' 


iy - 








5$ > 


W't r 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 . 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.4 Overall, how satisfied are you with any contacts that you have had with your lender, your 
guarantee agency, or your servicing agency regarding your 1996-97 PLUS loan? Are you 

[Read list] 









EWti 


i'irw- 




'■'Kw::;, 


Very satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat dissatisfied 


0.0 


0.0 


0.0 


0.0 


Very dissatisfied 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



BEST COPY AVAILABLE 
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SECTION F: OVERALL LOAN PROGRAM SATISFACTION 

F. 1 Thinking about your overall loan program experience during the 1 996-97 school year, how 
satisfied were you with your {LOANTYPE}? Would you say that you were 

[Read list] 





L ! ■' Total;.: ‘ ; 


t :Afalid 


LfrUW, : : 


; ^W; ' ' 


: W'"- 


■ W 


Very satisfied 


54.5 


49.3 


55.4 


49.3 


Somewhat satisfied 


35.9 


46.9 


36.4 


47.0 


Somewhat dissatisfied 


5.6 


1.9 


5.6 


1.9 


Very dissatisfied 


2.5 


1.7 


2.6 


1.7 


Don't Know 


0.5 


0.1 


0.0 


0.0 


Refused 


1.0 


0.1 


0.0 


0.0 



F.2 How important were each of the following in determining your overall satisfaction with 
your PLUS loan during the 1996-97 school year — very important, somewhat important, 
somewhat unimportant, or not at all important? 

[Prompt, if necessary, with list of responses] 



F.2A Ease of the loan application process 





Total! : 


■■ 5 : vL-yalid ; . 


' : :UW; ; 




: TJW; . 


■ ' 'W; , 


Very important 


62.6 


59.6 


64.6 


60.0 


Somewhat important 


31.8 


36.7 


32.8 


37.0 


Somewhat unimportant 


0.5 


0.1 


0.5 


0.1 


Not at all important 


1.5 


2.6 


1.6 


2.7 


Not applicable 


0.5 


0.3 


0.5 


0.3 


Don't Know 


2.0 


0.6 


0.0 


0.0 


Refused 


1.0 


0.1 


0.0 


0.0 
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F.2B 



Timeliness of loan funds 





t / f ^ ^’'1' -1 




fa Mi; 


'iW? 






Very important 


71.7 


72.4 


73.6 


73.6 


Somewhat important 


24.2 


24.5 


24.9 


24.9 


Somewhat unimportant 


0.0 


0.0 


0.0 


0.0 


Not at all important 


1.5 


1.5 


1.6 


1.5 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don't Know 


1.5 


1.5 


0.0 


0.0 


Refused 


1.0 


0.1 


0.0 


0.0 



F.2C Explanation of loan terms by the financial-aid office 

[Prompt, if necessary: written or verbal explanations that you may have received 
regarding you loan terms] 





N i f. vTotalS f 1 i 






• !'V, >$••. 




■I^IWPX 


Very important 


57.1 


45.7 


58.9 


46.1 


Somewhat important 


31.8 


36.1 


32.8 


36.4 


Somewhat unimportant 


4.5 


14.2 


4.7 


14.4 


Not at all important 


1.5 


1.2 


1.6 


1.2 


Not applicable 


2.0 


1.8 


2.1 


1.8 


Don't Know 


2.0 


0.9 


0.0 


0.0 


Refused 


1.0 


0.1 


0.0 


0.0 



{IF DECONT NE 1 THEN SKIP TO LABEL F.l } 



F.2D Contacts with the Department of Education 





tC'n.PTbtal 


If f- j 




■|;XPWt 






.A 


Very important 


72.9 


84.2 


72.9 


84.2 


Somewhat important 


20.3 


11.6 


20.3 


11.6 


Somewhat unimportant 


3.4 


1.4 


3.4 


1.4 


Not at all important 


0.0 


0.0 


0.0 


0.0 


Not applicable 


3.4 


2.7 


3.4 


2.7 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



LABEL F. 1 (IF LOANTYPE NE FFEPLUS, THEN SKIP TO LABEL G. 1 } 
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{IF CONTACT NE 1 THEN SKIP TO LABEL G.l} 
F.2E Explanation of loan terms by your lender 







^ f f is. 4< 8 










Very important 


0.0 


0.0 


0.0 


0.0 


Somewhat important 


0.0 


0.0 


0.0 


0.0 


Somewhat unimportant 


0.0 


0.0 


0.0 


0.0 


Not at all important 


0.0 


0.0 


0.0 


0.0 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.2F Explanation of loan terms by your guarantee agency 







^Tofairi mt 






uw : 




i rMv F 

\ V- , S;. . JS? 


f ''5 vji- 


Very important 


0.0 


0.0 


0.0 


0.0 


Somewhat important 


0.0 


0.0 


0.0 


0.0 


Somewhat unimportant 


0.0 


0.0 


0.0 


0.0 


Not at all important 


0.0 


0.0 


0.0 


0.0 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.2G Explanation of loan terms by your loan servicer 





^ T i: 1 1 ? ‘ 






■Itlw:;,: 






Very important 


0.0 


0.0 


0.0 


0.0 


Somewhat important 


0.0 


0.0 


0.0 


0.0 


Somewhat unimportant 


0.0 


0.0 


0.0 


0.0 


Not at all important 


0.0 


0.0 


0.0 


0.0 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION G: PREVIOUS LOANS 



LABEL G.l {IF PREVLOAN=0, SKIP TO H.I} 

G.I You mentioned earlier in this interview that you had at least one prior PLUS loan for 

(STUDENT FIRST NAME}. I would like for you to think about the Federal PLUS loan 
that you received immediately before receiving your 1996-97 PLUS loan. By that I mean 
the most recent PLUS loan that you received for (STUDENT FIRST NAME}, starting in 
the 1995-96 school year. Please do not include any multiple-disbursement loans or 
multiple loans you may have received for the 1 996-97 school year. 

[Prompt, if necessary: the prior loan does not have to be from the previously indicated 
school] 

[Prompt, if necessary: the 1996-97 school year is between July 1, 1996, and June 30, 1997, 
and the 1995-96 school year is between July 1, 1995, and Jime 30, 1996] 

First, did you have one of the following types of Federal loans immediately prior to your 
1996-97 loan? 













El®ii 




Federal Direct PLUS Loan 


69.8 


79.4 


87.0 


95.2 


Federal Family Education PLUS Loan 


5.8 


0.5 


7.2 


0.6 


Other [Specify] (SKIP TO H.I} 


4.7 


3.5 


5.8 


4.2 


Don’t Know (SKIP TO H.I } 


17.4 


16.4 


0.0 


0.0 


Refused (SKIP TO H.I} 


2.3 


0.1 


0.0 


0.0 



G.2 How did your overall experience in obtaining your 1996-97 Federal PLUS loan compare 
with your experience obtaining your prior PLUS loan? Was it 

[Read list] 

















More positive 


20.0 


10.2 


20.3 


10.2 


Less positive (SKIP TO G.4} 


7.7 


2.6 


7.8 


2.6 


About the same (SKIP TO G.4} 


70.8 


87.1 


71.9 


87.3 


Don’t Know (SKIP TO G.4} 


1.5 


0.2 


0.0 


0.0 


Refused (SKIP TO G.4} 


0.0 


0.0 


0.0 


0.0 
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G.3 Why do you consider your overall experience with your 1996-97 (prior) loan experience to 
be more positive? 

[Do not read list] 











: :m •' 


: :W-: 


: 


T “ ’■ 

i ^ * 4:4 


I was more familiar with the process when applying for my 1996-97 loan 


20.0 


10.3 


20.0 


10.3 


The paperwork necessary to get the loan was easier to complete 


30.0 


24.4 


30.0 


24.4 


There was less paperwork 


25.0 


49.6 


25.0 


49.6 


I did not have to wait as long to get my loan 


5.0 


5.6 


5.0 


5.6 


There were shorter lines 


0.0 


0.0 


0.0 


0.0 


The financial aid staff was more helpful and accessible 


5.0 


2.6 


5.0 


2.6 


The lender or guarantor interaction was helpful 


0.0 


0.0 


0.0 


0.0 


Other [specify] 


15.0 


7.7 


15.0 


7.7 


Don’t Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



G.4 For each of the following specific aspects of the loan process, please tell me how your 
experience with your 1996-97 Federal loan compares with your experience in obtaining 
your prior loan? Specifically, was your 1996-97 loan experience more positive, less 
positive, or about the same? 

G.4AThe loan application process 







4 ' 




, ;Lfw.; 1 


• W: 

y,, >: ^ 


:-:WW4 


4:^ri 


More positive 


16.9 


14.9 


17.5 


15.0 


Less positive 


6.2 


3.5 


6.3 


3.5 


About the same 


73.8 


80.7 


76.2 


81.5 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don’t Know 


3.1 


1.0 


0.0 


0.0 


Refused 


r 0.0 


0.0 


0.0 


0.0 
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G.4BThe timeliness of loan funds 







/M.; ^'Yalid ■ ' 






p..:uww 




More positive 


9.2 


11.9 


9.5 


12.0 


Less positive 


3.1 


0.8 


3.2 


0.8 


About the same 


84.6 


86.3 


87.3 


87.1 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don’t Know 


3.1 


1.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



G.4CThe explanation of terms by the financial-aid office 







x:t:-Uwaud": rr. : 


W;:. 




1 : 




More positive 


7.7 


6.2 


8.1 


6.3 


Less positive 


1.5 


0.1 


1.6 


0.1 


About the same 


76.9 


83.0 


80.6 


83.8 


Not applicable 


9.2 


9.7 


9.7 


9.8 


Don’t Know 


4.6 


1.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



G.4D Contacts with the Department of Education 





Total ■ ■ 


Valid 


UW 


’ / W' : ■ 


imv 




More positive 


7.7 


3.3 


8.2 


3.5 


Less positive 


1.5 


0.5 


1.6 


0.5 


About the same 


30.8 


47.0 


32.8 


50.3 


Not applicable 


53.8 


, 42.8 


57.4 


45.7 


Don’t Know 


6.2 


6.5 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



{IF LOANTYPE NE FFEPLUS, SKIP TO G.5} 
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G.4E Explanation of loan terms by your lender 





.;C«r::? 5 Tdtar; 1 tV 5 t 






'i' 






More positive 


0.0 


0.0 


0.0 


0.0 


Less positive 


0.0 


0.0 


0.0 


0.0 


About the same 


0.0 


0.0 


0.0 


0.0 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don’t Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



G.4F Explanation of loan terms by your guarantee agency 







A- > ' 'V' ; V ^ ’ 




Mima 


IvMM 




More positive 


0.0 


0.0 


0.0 


0.0 


Less positive 


0.0 


0.0 


0.0 


0.0 


About the same 


0.0 


0.0 


0.0 


0.0 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don’t Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



G.4GExplanation of loan terms by your loan servicer 

















More positive 


0.0 


0.0 


0.0 


0.0 


Less positive 


0.0 


0.0 


0.0 


0.0 


About the same 


0.0 


0.0 


0.0 


0.0 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don’t Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 





DIRECT LOAN PARENT BORROWERS 



G.5 Did you consolidate your 1 996-97 PLUS loan with your previous PLUS loan? 











A; 




,V-’ Mlt 


Yes 


32.3 


23.6 


35.6 


24.5 


No {SKIP TO 1.1} 


58.5 


72.5 


64.4 


75.5 


Don't Know (SKIP TO 1.1} 


9.2 


3.9 


0.0 


0.0 


Refused (SKIP TO 1.1} 


0.0 


0.0 


0.0 


0.0 



G.6 Since you have consolidated your student loans, are you more satisfied or less satisfied 
with the level of assistance received from the loan servicer? 





>> 4 V . >rwi i 


1 Valid 1“ '""f 


i TO ;■ 




amn 


V- 


More satisfied 


42.9 


50.2 


50.0 


52.5 


Less satisfied 


4.8 


15.7 


5.6 


16.5 


No difference 


38.1 


29.7 


44.4 


31.0 


Don’t Know 


14.3 


4.3 


0.0 


. 0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION H: DEMOGRAPHIC CHARACTERISTICS 



H. 1 The last few questions are for research purposes only. In order to group answers into 
specific categories, I need to ask . . . 

Would you classify yourself as 

[Read list] 







; t: 








■t. 'f- 




V ' W'/ 


American Indian or Alaskan Native 


3.5 


2.7 


3.7 


2.8 


Asian or Pacific Islander 


2.5 


5.4 


2.6 


5.5 


Black, not of Hispanic origin 


10.1 


9.4 


10.5 


9.6 


White, not of Hispanic origin 


72.7 


72.7 


75.8 


74.9 


Hispanic 


4.5 


2.3 


4.7 


2.4 


Other [specify] 


2.5 


4.6 


2.6 


4.7 


Don't Know 


0.5 


0.1 


0.0 


0.0 


Refused 


3.5 


2.8 


0.0 


0.0 



H.2 Which of the following categories best describes your current annual household income? 



[Read list] 





tuttm 


(tall 








liTOi.:: 


♦>£ 4 


fciUSt 




Less than $20,000 


3:5 


4.3 


3.9 


4.6 


$20,000 - $39,999 


26.8 


24.9 


29.8 


26.5 


$40,000 - $49,999 


16.2 


25.7 


18.0 


27.4 


$50,000 - $74,999 


24.2 


21.9 


27.0 


23.4 


$75,000 or more 


19.2 


17.1 


21.3 


18.2 


Don't Know 


0.5 


0.1 


0.0 


0.0 


Refused 


9.6 


6.0 


0.0 


0.0 



[VOICE RECOGNITION ONLY] 
H.3 Gender of Respondent 







^4 ' 




4 |tlW5 ^ 


'.rwU'i 


* rpip.n 




Male 


56.6 


58.8 


56.6 


58.8 


Female 


43.4 


41.2 


43.4 


41.2 


Unknown 


0.0 


0.0 


0.0 


0.0 
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BORROWER TELEPHONE SURVEY 
FFEL LOAN PARENT BORROWERS 



SECTION B: LOAN ORIGINATION AND IN-SCHOOL 
FINANCIAL-AID CONTACTS 



B.l The next few questions pertain to the loan application process for your 1996-97 PLUS loan. 

Would you describe the level of ease in obtaining your 1996-97 Federal PLUS loan as 
[Read list] 





















Very easy 


35.4 


34.9 


36.4 


35.6 


Somevdiat easy 


41.7 


43.5 


42.8 


44.5 


Somevsbat difficult 


15.1 


13.8 


15.5 


14.1 


Very difficult 


5.2 


5.6 


5.3 


5.8 


Don't Know 


2.6 


2.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.2 In your opinion, did you receive your loan funds in a timely manner? 





















Yes {SKIP TO B.4} 


84.9 


82.7 


88.1 


85.7 


No 


11.5 


13.8 


11.9 


14.3 


Don'tKnow(SKIPTOB.4} 


3.6 


3.5 


0.0 


0.0 


Refused (SKIP TO B.4} 


0.0 


0.0 


0.0 


0.0 
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B.3 Did the delay in receiving your loan funds have any of the following effects? 
[Read list, select all that apply] 













■ ' . 


: 1 




Delayed registration 


11.5 


7.9 


12.5 


8.0 


Delayed student from starting classes on time 


7.7 


7.2 


8.3 


7.3 


Caused student to drop out of school 


0.0 


0.0 


0.0 


0.0 


Caused student to apply for a bridge or emergency loan, or extra financing 


23.1 


20.3 


25.0 


20.7 


Other [specify] 


50.0 


62.9 


54.2 


64.0 


Don’t Know 


7.7 


1.7 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4 Overall, how satisfied were you with each of the follovsdng aspects of your 1 996-97 PLUS loan 
application process? Were you very satisfied, somewhat satisfied, somewhat dissatisfied, or 
very dissatisfied? 

[Repeat list of responses for each question, as needed] 

B.4AThe way the financial-aid staff at {SCHOOL NAME} explained your loan terms 







Valid ^ • 












Very satisfied 


35.4 


25.6 


42.0 


30.9 


Somewhat satisfied 


37.5 


39.1 


44.4 


47.1 


Somewhat dissatisfied 


6.3 


12.3 


7.4 


14.9 


Very dissatisfied 


5.2 


6.0 


6.2 


7.2 


Don't Know 


15.6 


17.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



BAB Your awareness of when your loan payments would start 

















Umix: 


■'f 


Very satisfied 


42.7 


35.7 


45.8 


36.9 


Somewhat satisfied 


33.9 


41.2 


36.3 


42.6 


Somewhat dissatisfied 


12.0 


. 13.8 


12.8 


14.3 


Very dissatisfied 


4.7 


6.0 


5.0 


6.2 


Don't Know 


6.8 


3.3 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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B.4C The responsiveness of the financial-aid staff to your questions and concerns 







I’M f 










Very satisfied 


42.2 


41.5 


47.1 


48.0 


Somewhat satisfied 


31.3 


19.7 


34.9 


22.8 


Somewhat dissatisfied 


9.9 


16.8 


11.0 


19.4 


Very dissatisfied 


6.3 


8.5 


7.0 


9.8 


Don't Know 


10.4 


13.5 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4D Explanation by the financial-aid office of the steps of the loan process required for a student 
to transfer schools 







% T' i .’U ; ' " 


PJtPy^'l 


*-'W- ^ ^ 'f ‘ ’ 1 






Very satisfied 


16.7 


11.8 


34.8 


29.3 


Somewhat satisfied 


19.8 


20.6 


41.3 


51.4 


Somewhat dissatisfied 


5.7 


3.0 


12.0 


7.5 


Very dissatisfied 


5.7 


4.7 


12.0 


11.8 


Don't Know 


51.6 


59.8 


0.0 


0.0 


Refused 


0.5 


0.1 


0.0 


0.0 



{IF LOANTYPE NE FFEPLUS, THEN SKIP TO C.l } 
B.4E The way your lender explained your loan terms 





^ '4. 'K Tofel 


/pi iWalid 

v/> -v-ssii//, ■4s 




^..5' 


mwii 




Very satisfied 


33.0 


36.4 


39.9 


42.9 


Somewhat satisfied 


39.8 


40.4 


48.1 


47.5 


Somewhat dissatisfied 


6.3 


6.2 


7.6 


7.3 


Very dissatisfied 


3.7 


1.9 


4.4 


2.3 


Don't Know 


17.3 


15.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 




BEST COPY AVAILABLE 
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B.4F 



The way your guarantee agency explained your loan terms 







: Valid; 






■ i-twV" 




Very satisfied 


28.8 


30.6 


42.3 


49.3 


Somewhat satisfied 


30.4 


24.8 


44.6 


39.9 


Somewhat dissatisfied 


5.8 


4.5 


8.5 


7.3 


Very dissatisfied 


3.1 


2.2 


4.6 


3.5 


Don't Know 


31.9 


37.8 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



B.4GThe way your loan servicer explained your loan terms 





»rr::i.Totait; -u 


■ I'' ^ ^ y , 




❖ t 'Si' 


■||l3Wv| 




Very satisfied 


29.8 


29.6 


41.9 


46.1 


Somewhat satisfied 


31.4 


27.4 


44.1 


42.7 


Somewhat dissatisfied 


4.7 


4.5 


6.6 


7.0 


Very dissatisfied 


5.2 


2.7 


lA 


4.2 


Don't Know 


28.3 


35.1 


0.0 


0.0 


Refused 


0.5 


0.8 


0.0 


0.0 
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SECTION C: BORROWER AWARENESS OF LOAN TERMS 



C. 1 The next series of questions deals with the key terms, features, and conditions of your 1996-97 
PLUS loan. 

First of all, what was the approved amount of your PLUS loan for {STUDENT FIRST 
NAME} for the 1996-97 academic year? 

[If respondent cannot provide exact amount, probe for approximate amount] 

[If respondent received two loans of the same type during the 1 996-97 school year, ask for the 
amount of the more recent loan] 





f > ■r*’ Total .ii'i: 










'4 


Amount 


24.0 


24.1 


35.4 


37.9 


Approximate amount 


43.8 


39.5 


64.6 


62.1 


Don’t Know 


30.2 


35.0 


0.0 


0.0 


Refused 


2.1 


1.3 


0.0 


0.0 



C.2 What is your interest rate for your 1996-97 PLUS loan? 

[If respondent cannot provide exact rate, probe for approximate rate] 

[If respondent received two loans of the same type during the 1 996-97 school year, ask for the 
rate associated with the most recent loan] 





■ Total “ i ' 


Valid 

5. ..A «. V. . 


:r;UW; 




:: :UW. . 


; ■ w u 


Rate 


19.8 


26.0 


42.2 


55.0 


Estimated rate 


27.1 


21.3 


57.8 


45.0 


Don’t Know 


53.1 


52.7 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



C.3 Approximately how many years do you think it will take you to pay off all of your Federal 
PLUS loans incurred while {STUDENT FIRST NAME} is attending school? 



• 


ifil-/'^Total| r: ■ 








r:uwr 




Years 


72.9 


73.2 


97.2 


99.3 


Already paid 


2.1 


0.5 


2.8 


0.7 


Don’t Know 


25.0 


26.3 


0.0 


0.0 


Refused , . . ; 


0.0 


0.0 


0.0 


0.0 
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C.4 Can you please tell me three possible consequences of defaulting on your 1 996-97 PLUS loan? 



[Do not read list] 





' ^ ' *. 'TotaL*^ -* ■' ' 

■» >v /V y y, ^ ,,,v, _ , » 


[-V Valid- 4 




#4-^ W 






Adverse credit reports 


24.6 


25.3 


41.4 


42.7 


Garnishment of wages 


11.5 


9.6 


19.3 


16.1 


Litigation 


4.5 


2.9 


7.6 


4.9 


Government keeps lottery winnings 


0.0 


0.0 


0.0 


0.0 


Government keeps income tax refunds 


lA 


8.0 


12.4 


13.5 


Other [specify] 


11.5 


13.5 


19.3 


22.8 


Don’t Know 


39.8 


40.1 


0.0 


0.0 


Refused 


0.8 


0.6 


0.0 


0.0 
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SECTION D: CONTACT/COMMUNICATIONS WITH THE DEPARTMENT OF 

EDUCATION 



{IF LOANTYPE = FFEPLUS, THEN SKIP TO D.5} 

D. 1 The next few questions ask about specific contacts or communications that you have had with 
the Department of Education and its loan servicers to whom you will make, or are currently 
making, payments on your 1996-97 PLUS loan. 

Did you have any contact with the Department of Education and its loan servicers regarding 
your 1996-97 Federal Direct PLUS loan? 

















Yes 


0.0 


0.0 


0.0 


0.0 


No 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.2 Have you contacted the Department of Education or its loan servicers for any of the following 
reasons pertaining to your 1996-97 PLUS loan? 

[Read list of items and select all that apply] 

[Prompt, if necessary: “Did you contact the Department of Education or its loan servicers 
for. . .”] 





r--> • Total ' 

^ V... L. ... -'i 


rValid : 






I.WX-: 


:t:'UW;'^ 




Explanation of loan terms 


0.0 


0.0 


0.0 


0.0 


Loan repayment information [Prompt, if necessary: 
For example, payment due date, payment amount, 
where to send payment] 


0.0 


0.0 


0.0 


0.0 


Change of address 


0.0 


0.0 


0.0 


0.0 


Loan forbearance 


0.0 


0.0 


0.0 


0.0 


Loan delinquency 


0.0 


0.0 


0.0 


0.0 


Loan default 


0.0 


0.0 


0.0 


0.0 


Loan consolidation 


0.0 


0.0 


0.0 


0.0 


Loan deferment 


0.0 


0.0 


0.0 


0.0 


Other [specify] 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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D.3 On a scale of one to five, with one being the lowest and five being the highest, how would you 
rate your level of satisfaction with each of the following items when contacting the Department 
of Education or its loan servicers regarding your 1 996-97 loan? 



D.SAThe helpfulness of the representatives 







: „ • . ;VfflKd ' ' ; 




t w : . 


.. '®W :: 


; w : :: 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.SBThe courtesy of the representatives 



- 


Total 


\^lld ! 


uw 


w 


mv 




1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don’t Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.3CThe level of knowledge of representatives 





' :Tdtal " ■ 


^ ‘ Valid* --- 


■■ uw 


■ w . 


uw:.: 


: W ' : 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



143 

er|c 



FEEL LOAN PARENT BORROWERS 



8 



D.3DThe timeliness in processing or addressing your requests 

















1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3- 


0.0 


0.0 


0.0 


o 

o 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


^ 0.0 



D.3EThe usefulness of the information you received 

















1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


0.0 


0.0 


0.0 


0.0 


5 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.4 Overall, how satisfied are you with any contacts that you have had with the Department of 
Education or its loan servicers regarding your 1996-97 PLUS loan? Are you 

[Read list] 













iV-yviu 


v.y.uw;-.-' 




Very satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat satisfied 


0.0 


0.0 


0.0 


0.0 


Somewhat dissatisfied 


0.0 


0.0 


0.0 


0.0 


Very dissatisfied 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


r 0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



{SKIP TO LABEL E.l} 
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D.5 The next few questions ask about specific contacts or communications that you have had 
with the Department of Education. 

Did you have any contact with the Department of Education regarding your 1996-97 
Federal Family Education PLUS loan? 







i: ;; Valid ' 






1. uw: . 


: W^. 


Yes 


4.7 


7.6 


4.8 


7.7 


No {SKIP TO LABEL E.l} 


93.2 


90.7 


95.2 


92.3 


Don’t Know {SKIP TO LABEL E. 1 } 


2.1 


1.7 


0.0 


0.0 


Refused {SKIP TO LABEL E. 1 } 


0.0 


0.0 


0.0 


0.0 



D.6 Have you contacted the Department of Education for any of the following reasons 
pertaining to your 1996-97 PLUS loan? 

[Read list of items and select all that apply] 

[Prompt, if necessary: “Did you contact the Department of Education for . . .”] 











li'Wl 




u .w 


Explanation of loan terms 


11.1 


4.0 


11.1 


4.0 


Loan repayment information [Prompt, if necessary: 
For example, payment due date, payment amount, 
where to send payment] 


33.3 


36.2 


33.3 


36.2 


Change of address 


0.0 


0.0 


0.0 


0.0 


Loan forbearance 


11.1 


10.0 


11.1 


10.0 


Loan delinquency 


11.1 


7.1 


11.1 


7.1 


Loan default 


0.0 


0.0 


0.0 


0.0 


Loan consolidation 


0.0 


0.0 


0.0 


0.0 


Loan deferment 


0.0 


0.0 


0.0 


0.0 


Other [specify] 


33.3 


42.7 


33.3 


42.7 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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D.7 On a scale of one to five, with one being the lowest and five being the highest, how would 
you rate your level of satisfaction with each of the following items when contacting the 
Department of Education regarding your 1996-97 loan? 

D.7AThe helpfulness of the representatives 

















1 


11.1 


39.3 


11.1 


39.3 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


33.3 


13.4 


33.3 


13.4 


5 


55.6 


47.3 


55.6 


47.3 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.7BThe courtesy of the representatives 





. Total ;! 


V wad; 


'^'1 :UW: '■ . 




Utjw - 


'P ; W’^ : 


1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


1 1.1 


39.3 


11.1 


39.3 


4 


22.2 


6.3 


22.2 


6.3 


5 


66.7 


54.4 


66.7 


54.4 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.7CThe level of knowledge of representatives 







^^tValid , ;;;;; 




V P 




iw: 


1 


11.1 


39.3' 


ii.i 


39.3 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


22.2 


9.4 


22.2 


6.3 


5 


66.7 


51.3 


66.7 


54.4 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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D.7DThe timeliness in processing or addressing your requests 





v*r, ss. ^ .<v ^ i V 






■ :rwrj 






1 


11.1 


39.3 


11.1 


39.3 


2 


0.0 


0.0 


0.0 


0.0 


3 


11.1 


7.1 


11.1 


7.1 


4 


22.2 


6.3 


22.2 


6.3 


5 


55.6 


47.3 


55.6 


47.3 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.7E The usefulness of the inforaiation you received 





> i H': ^'Tfotal" ^ : •; 






i:mK 


t :uw' * 




1 


11.1 


39.3 


11.1 


39.3 


2 


0.0 


0.0 


0.0 


0.0 


3 


0.0 


0.0 


0.0 


0.0 


4 


33.3 


13.4 


33.3 


13.4 


5 


55.6 


47.3 


55.6 


47.3 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



D.8 Overall, how satisfied are you with any contacts that you have had with the Department of 
Education regarding your 1996-97 PLUS loan? Are you 

[Read list] 







Valid; 










Very satisfied 


55.6 


47.3 


55.6 


47.3 


Somewhat satisfied 


22.2 


6.3 


22.2 


6.3 


Somewhat dissatisfied 


11.1 


7.1 


11.1 


7.1 


Very dissatisfied 


11.1 


39.3 


11.1 


39.3 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION E: CONTACT/COMMUNICATIONS WITH 
OTHER SERVICE PROVIDERS 

LABEL E. 1 {IF LOANTYPE NE FFEPLUS THEN SKIP TO F. 1 } 

The next few questions ask about specific contacts or communications that you have had with your 
lender, your guaranty agency, or your servicing agency regarding your 1996-97 PLUS loan. 

E.l Did you have any contact wdth your lender, your guaranty agency, or your servicing agency 
regarding your 1996-97 Federal Family Education PLUS loan? 







' % 1 s'* 








^s >1 ^ 


i V 


Yes 


27.2 


34.6 


28.3 


35.6 


No 


69.1 


62.5 


71.7 


64.4 


Don't Know 


3.7 


3.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.2 Was the contact with your lender, guaranty agency, or servicing agency regarding your 1 996- 
97 PLUS loan for any of the following reasons? 

[Read list and indicate all that apply] 

[Prompt, if necessary; Please tell me if this is a reason why you contacted the Department 
of Education.” 











t ;.uw: 


a ; 




; - 'W n 


Explanation of loan terms 


24.6 


32.8 


24.6 


32.8 


Loan repayment information [Prompt, if necessary: 
For example, payment due date, payment amount, 
where to send payment] 


47.5 


35.0 


47.5 


35.0 


Change of address 


0.0 


0.0 


0.0 


0.0 


Loan forbearance 


6.6 


7.4 


6.6 


7.4 


Loan delinquency 


0.0 


0.0 


0.0 


0.0 


Loan default 


0.0 


0.0 


0.0 


0.0 


Loan consolidation 


0.0 


0.0 


0.0 


0.0 


Loan deferment 


3.3 


2.8 


3.3 


2.8 


Other [specify] 


18.0 


22.0 


18.0 


22.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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E.3 On a scale of one to five, with one being the lowest five being the highest, how would you rate 
your general level of satisfaction with each of the following items when contacting your lender, 
your guarantee agency, or your servicing agency regarding your 1996-97 loan? 

E.3 A The helpfulness of representatives 













tiwv'tt 




1 


1.9 


1.6 


1.9 


1.6 


2 


3.8 


2.8 . 


3.8 


2.8 


3 


19.2 


16.6 


19.2 


16.6 


4 


23.1 


20.2 


23.1 


20.2 


5 


51.9 


58.9 


51.9 


58.9 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.3B The courtesy of representatives 





Total: 


. ' ■ ^ Valid f ='■ 




: :.W" ■ 






1 


0.0 


0.0 


0.0 


0.0 


2 


0.0 


0.0 


0.0 


0.0 


3 


17.3 


14.6 


17.3 


14.6 


4 


21.2 


15.9 


21.2 


15.9 


5 


61.5 


69.6 


61.5 


69.6 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.3C The level of knowledge of the representatives 







- 4 Vsilid 






,uw;i 




1 


5.8 


2.4 


5.9 


2.7 


2 


0.0 


0.0 


0.0 


0.0 


3 


11.5 


16.8 


11.8 


18.9 


4 


34.6 


23.8 


35.3 


26.7 


5 


46.2 


46.0 


47.1 


51.8 


Don't Know 


1.9 


11.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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E.3D The timeliness in processing or addressing your requests 









-^'1 Valid ^ 












1 


5.8 


3.8 


5.8 


3.8 


2 


5.8 


7.0 


5.8 


7.0 


3 


5.8 


4.0 


5.8 


4.0 


4 


42.3 


37.0 


42.3 


37.0 


5 


40.4 


48.0 


40.4 


48.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


r 0.0 


0.0 


0.0 


0.0 



E.3E The usefulness of the information received 







4 4 Villiil ? 




"■rW.r; 






-- iW' M 


1 


1.9 


1.6 


2.0 


1.8 


2 


1.9 


2.1 


2.0 


2.3 


3 


17.3 


12.1 


18.0 


13.7 


4 


28.8 


22.6 


30.0 


25.7 


5 


46.2 


49.9 


48.0 


56.5 


Don't Know 


3.8 


11.7 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



E.4 Overall, how satisfied are you with any contacts that you have had with your lender, your 
guaranty agency, or your servicing agency regarding your 1996-97 PLUS loan? Are you 

[Read list] 





II > Tdtal t''j -ft 


ftir;ya«a„,::t: 




M-Mil 








Very satisfied 


48.1 


63.7 


48.1 


63.7 


Somewhat satisfied 


38.5 


28.4 


38.5 


28.4 


Somewhat dissatisfied 


9.6 


4.2 


9.6 


4.2 


Very dissatisfied 


3.8 


3.6 


3.8 


3.6 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION F: OVERALL LOAN PROGRAM SATISFACTION 



F.l Thinking about your overall loan program experience during the 1996-97 school year, how 
satisfied were you with your {LOANTYPE}? Would you say that you were 



[Read list] 





'To4al 


Valid 


y :UW ;■ 




uw : 


■ w 


Very satisfied 


44.3 


44.3 


45.0 


44.9 


Somewhat satisfied 


41.7 


43.1 


42.3 


43.6 


Somewhat dissatisfied 


9.4 


7.3 


9.5 


7.4 


Very dissatisfied 


3.1 


4.0 


3.2 


4.1 


Don't Know 


1.6 


1.3 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.2 How important were each of the following in determining your overall satisfaction with 
your PLUS loan during the 1996-97 school year — very important, somewhat important, 
somewhat unimportant, or not at all important? 

[Prompt, if necessary, with list of responses] 

F.2 A Ease of the loan application process 





Total 


Valid 


UW 


, W 


UW 


W 


Very important 


65.1 


54.4 


66.8 


55.0 


Somewhat important 


31.3 


43.8 


32.1 


44.2 


Somewhat unimportant 


0.0 


0.0 


0.0 


0.0 


Not at all important 


1.0 


0.8 


1.1 


0.8 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don't Know 


2.6 


1.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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F.2B Timeliness of loan funds 





iSIflESW?:® 












Very important 


75.0 


82.7 


77.0 


83.8 


Somewhat important 


20.8 


15.6 


21.4 


15.8 


Somewhat unimportant 


0.0 


0.0 


0.0 


0.0 


Not at all important 


1.6 


0.4 


1.6 


0.4 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don't Know 


2.6 


1.3 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.2C Explanation of loan terms by the financial-aid office 

[Prompt, if necessary: written or verbal explanations that you may have received 
regarding your loan terms] 





iiSSWiQJff: 












Very important 


60.9 


61.5 


63.9 


63.3 


Somewhat important 


24.5 


21.6 


25.7 


22.2 


Somewhat unimportant 


3.6 


2.0 


3.8 


2.1 


Not at all important 


1.6 


3.2 


1.6 


3.3 


Not applicable 


4.7 


8.8 


4.9 


9.1 


Don't Know 


4.2 


2.7 


0.0 


0.0 


Refused 


0.5 


0.2 


0.0 


0.0 



{IF DECONT NE 1 THEN SKIP TO LABEL F. I } 
F.2D Contacts with the Department of Education 

















Very important 


66.7 


80.5 


66.7 


80.5 


Somewhat important 


33.3 


19.5 


33.3 


19.5 


Somewhat unimportant 


0.0 


0.0 


0.0 


0.0 


Not at all important 


0.0 


0.0 


0.0 


0.0 


Not applicable 


0.0 


0.0 


0.0 


0.0 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



LABEL F.I {IF LOANTYPE NE FFEPLUS, THEN SKIP TO LABEL G.I} 
{IF CONTACT NE I THEN SKIP TO LABEL G. I } 
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F.2E Explanation of loan terms by your lender 

















Very important 


63.5 


64.7 


63.5 


64.7 


Somewhat important 


25.0 


13.6 


25.0 


13.6 


Somewhat unimportant 


1.9 


0.5 


1.9 


0.5 


Not at all important 


5.8 


20.4 


5.8 


20.4 


Not applicable 


3.8 


0.8 


3.8 


0.8 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.2F Explanation of loan terms by your guaranty agency 













4 




Very important 


51.9 


58.8 


54.0 


59.4 


Somewhat important 


26.9 


17.3 


28.0 


17.5 


Somewhat unimportant 


7.7 


1.8 


8.0 


1.8 


Not at all important 


3.8 


9.3 


4.0 


9.4 


Not applicable 


5.8 


11.7 


6.0 


11.9 


Don't Know 


3.8 


1.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



F.2G Explanation of loan terms by your loan servicer 





: ‘ ; Total ' : ■ ^ 




.uw ^ 


'rrw ' 




" : W,,-: 


Very important 


51.9 


57.9 


52.9 


58.2 


Somewhat important 


38.5 


31.1 


39.2 


31.3 


Somewhat unimportant 


1.9 


0.5 


2.0 


0.5 


Not at all important 


3.8 


9.3 


3.9 


9.4 


Not applicable 


1.9 


0.6 


2.0 


0.6 


Don't Know 


1.9 


0.4 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION G: PREVIOUS LOANS 



LABEL G.l {IF PREVLOAN=0, SKIP TO H.I } 

G. I You mentioned earlier in this interview that you had at least one prior PLUS loan for 

(STUDENT FIRST NAME}. I would like for you to think about the Federal PLUS loan 
that you received immediately before receiving your 1996-97 PLUS loan. By that I mean 
the most recent PLUS loan that you received for (STUDENT FIRST NAME}, starting in 
the 1995-96 school year. Please do not include any multiple-disbursement loans or 
multiple loans you may have received for the 1 996-97 school year. 

[Prompt, if necessary: the prior loan does not have to be from the previously indicated 
school] 

[Prompt, if necessary: the 1996-97 school year is between July 1, 1996, and June 30, 1997, 
and the 1995-96 school year is between July 1, 1995, and June 30, 1996] 

First, did you have one of the following types of Federal loans immediately prior to your 
1996-97 loan? 





^Tqtal^LL's , 




If: liW' 


r- w 


uw':.: 


r -w 


Federal Direct PLUS Loan 


29.0 


25.6 


45.8 


47.0 


Federal Family Education PLUS Loan 


33.3 


28.1 


52.5 


51.6 


Other [Specify] (SKIP TO H. 1 } 


1.1 


0.8 


1.7 


1.4 


Don't Know (SKIP TO H.I} 


36.6 


45.5 


0.0 


0.0 


Refused (SKIP TO H.I} 


0.0 


0.0 


0.0 


0.0 



G.2 How did your overall experience in obtaining your 1996-97 Federal PLUS loan compare 
with your experience obtaining your prior PLUS loan? Was it 



[Read list] 





«TqtaJ-- ; ■ ‘ V 


;■ ::;yalid; 






-:UW :..l 




More positive 


17.2 


16.3 


17.5 


19.6 


Less positive (SKIP TO G.4} 


6.9 


19.0 


7.0 


22.9 


About the same (SKIP TO G.4} 


74.1 


48.0 


75.4 


57.6 


Don’t Know (SKIP TO G.4} 


1.7 


16.7 


0.0 


0.0 


Refused (SKIP TO G.4} 


0.0 


0.0 


0.0 


0.0 
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G.3 Why do you consider your overall experience with your 1996-97 (prior) loan experience to 
be more positive? 

[Do not read list] 





Total';' - 


Valid 


■’PW'' 








I was more familiar with the process when applying for my 1996-97 loan 


20.0 


23.3 


22.2 


23.6 


The paperwork necessary to get the loan was easier to complete 


10.0 


6.0 


11.1 


6.1 


There was less paperwork 


0.0 


0.0 


0.0 


0.0 


I did not have to wait as long to get my loan 


20.0 


4.5 


22.2 


4.5 


There were shorter lines 


0.0 


0.0 


0.0 


0.0 


The financial aid staff was more helpful and accessible 


0.0 


0.0 


0.0 


0.0 


The lender or guarantor interaction was helpful 


0.0 


0.0 


0.0 


0.0 


Other [specify] 


40.0 


65.0 


44.4 


65.8 


Don’t Know 


10.0 


1.2 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



G.4 For each of the following specific aspects of the loan process, please tell me how your 
experience with your 1996-97 Federal loan compares with your experience in obtaining 
your prior loan. Specifically, was your 1996-97 loan experience more positive, less 
positive, or about the same? 

G.4AThe loan application process 









iiiiilH 




■Jfijw-; 




More positive 


20.7 


20.4 


21.4 


24.9 


Less positive 


1.7 


2.1 


1.8 


2.5 


About the same 


72.4 


59.5 


75.0 


72.5 


Not applicable 


1.7 


0.1 


1.8 


0.1 


Don’t Know 


3.4 


17.9 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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G.4BThe timeliness of loan funds 











W t" 1 


xm:^ 




More positive 


13.8 


15.0 


14.3 


18.1 


Less positive 


6.9 


14.2 


7.1 


17.1 


About the same 


74.1 


53.6 


76.8 


64.7 


Not applicable 


1.7 


0.1 


1.8 


0.1 


Don’t Know 


3.4 


17.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



G.4C The explanation of terms by the financial-aid office 









iimvt 


twl 1 






More positive 


12.1 


19.0 


12.5 


23.1 


Less positive 


5.2 


9.7 


5.4 


11.8 


About the same 


72.4 


49.3 


75.0 


60.0 


Not applicable 


6.9 


4.1 


7.1 


5.0 


Don’t Know 


3.4 


17.9 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


P 

o 



G.4DContacts with the Department of Education 





Total; : 


Valid 


:l'!w . 






W ’ 


More positive 


5.2 


11.0 


5.4 


13.5 


Less positive 


1.7 


2.1 


1.8 


2.6 


About the same 


31.0 


19.1 


32.1 


23.5 


Not applicable 


58.6 


49.0 


60.7 


60.4 


Don’t Know 


3.4 


18.9 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



{IF LOANTYPE NE FFEPLUS, SKIP TO G.5} 
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G.4E Explanation of loan terms by your lender 





Total- ^ '= 

iS V. * 


^ ^ Valid > 






r^ uw' ■ 


; : w : 


More positive 


8.6 


15.3 


9.1 


19.2 


Less positive 


1.7 


2.1 


1.8 


2.6 


About the same 


70.7 


51.6 


74.5 


64.6 


Not applicable 


13.8 


10.9 


14.5 


13.6 


Don’t Know 


5.2 


20.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



G.4F Explanation of loan terms by your guaranty agency 





* ^ " Total" ^ 


f ^ Valid - 


¥,*UW. t 


W ; ■ 


" mv ^ . 




More positive 


10.3 


15.5 


10.9 


19.4 


Less positive 


1.7 


2.1 


1.8 


2.6 


About the same 


63.8 


47.6 


67.3 


59.6 


Not applicable 


19.0 


14.7 


20.0 


18.4 


Don’t Know 


5.2 


20.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 



G.4GExplanation of loan terms by your loan servicer 





vfo >Total - •' * 


Valid : 


; 4 


w 


■ Am ' 


W 


More positive 


10.3 


15.5 


10.9 


19.4 


Less positive 


1.7 


2.1 


1.8 


2.6 


About the same 


62.1 


47.2 


65.5 


59.1 


Not applicable 


20.7 


15.0 


21.8 


18.8 


Don’t Know 


5.2 


20.1 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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G.5 Did you consolidate your 1996-97 PLUS loan with your previous PLUS loan? 





’‘ThWl'--' •"■ft i 




■H"XIW;.€ 






. 


Yes 


32.8 


31.5 


35.8 


34.5 


No {SKIP TO 1.1} 


58.6 


59.8 


64.2 


65.5 


Don't Know {SKIP TO 1.1} 


8.6 


8.7 


0.0 


0.0 


Refused {SKIP TO 1.1} 


0.0 


0.0 


0.0 


0.0 



G.6 Since you have consolidated your student loans, are you more satisfied or less satisfied 
with the level of assistance received from the loan servicer? 





If if i#ilf v: 




S‘.uw|;l 


1": W^V 




l-ifW 


More satisfied 


57.9 


69.8 


57.9 


69.8 


Less satisfied 


. 5.3 


6.9 


5.3 


6.9 


No difference 


36.8 


23.2 


36.8 


23.2 


Don’t Know 


0.0 


0.0 


0.0 


0.0 


Refused 


0.0 


0.0 


0.0 


0.0 
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SECTION H: DEMOGRAPHIC CHARACTERISTICS 



H. 1 The last few questions are for research purposes only. In order to group answers into 
specific categories, I need to ask . . . 

Would you classify yourself as 

[Read list] 





>4 » ;.x :;:4 








y : tJW ^ : 


::: w! 


American Indian or Alaskan Native 


4.7 


2.9 


4.8 


2.9 


Asian or Pacific Islander 


1.0 


2.2 


1.1 


2.2 


Black, not of Hispanic origin 


12.5 


12.1 


12.8 


12.2 


White, not of Hispanic origin 


71.4 


72.5 


72.9 


72.8 


Hispanic 


5.7 


4.3 


5.9 


4.3 


Other [specify] 


2.6 


5.7 


2.7 


5.7 


Don't Know 


0.0 


0.0 


0.0 


0.0 


Refused 


2.1 


0.4 


0.0 


0.0 



H.2 Which of the following categories best describes your current annual household income? 
[Read list] 









li'llWlf 






- rw- 1 ' 


More positive 


14.4 


16.8 


15.1 


17.5 


Less positive {SKIP TO H.4} 


7.1 


6.9 


7.4 


7.2 


About the same (SKIP TO H.4} 


73.9 


72.5 


77.5 


75.4 


Don’t Know (SKIP TO H.4} 


3.8 


3.7 


0.0 


0.0 


Refused (SKIP TO H.4} 


0.8 


0.2 


0.0 


0.0 



[VOICE RECOGNITION ONLY] 



H.3 GENDER OF RESPONDENT 















^ : <irs 




Male 


53.6 


52.5 


53.6 


52.5 


Female 


46.4 


47.5 


46.4 


47.5 


Unknown 


0.0 


0.0 


0.0 


0.0 
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Survey Methodology 



1 Table 1 . 

' - • i ,• 

I Selectloh of Institutions for Borrower Survey 


I Type/control 


Size 


Number of 
Year 1 Direct 
Loan Schools 
Selected ' 


Number of 
Year 2 Direct 
Loan Schools 
Selected 


Number of 
Year 3 Dire^ 
Loan Schools 
Selected 


NurKber of 
FFEL Schools 
Selected 


4-year public 


small 


7 


6 


5 


8 


4-year public 


large 


21 


35 


8 


45 


2-year public 


small 


5 


5 


6 


27 


2-year public 


large 


3 


4 


4 


10 


4-year private 


small 


8 


9 


3 


40 


4-year private 


large 


9 


12 


4 


41 


2-year private 


small 


0 


2 


3 


12 


2-year private 


large 


0 


2 


1 


2 


proprietary 


small 


19 


26 


29 


19 


proprietary 


large 


6 


7 


9 


9 


TOTAL 


78 


108 


72 


213 



Selection of Borrowers 

The borrower sample was selected from the National Student Loan Data System (NSLDS), the 
Department of Education's comprehensive national database of information on students and 
institutions participating in Title IV programs. 

The original plan called for two student borrowers with prior-year loans, two first-time student 
borrowers, and one parent borrower per institution. A preliminary sample of students and 
parents was drawn from each institution. This sample was then matched to the Title IV Central 
Processing System to obtain names and addresses, and from the matches (which included 
almost all students and a large percentage of parent borrowers) the sample was to be drawn. 
However, the original design was modified for three reasons: 

• Not all institutions had a sufficient number of borrowers in each category. 

• There were fewer respondent institutions than the 108 originally intended by the design. 

A very large proportion of the Year 3 borrowers were FEEL borrowers, since many of 
the Year 3 Direct Loan schools sampled were phasing in the Direct Loan Program. 
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Selection of Institutions for the Borrower Survey 



As described in our 1994-95 borrower report, all of our borrower samples are drawn from 
those institutions originally selected in 1994 to participate in our series of annual institutional 
surveys. However for this particular report, our sample of borrowers was drawn from those 
institutions that were not only selected for our original institutional sample, but that also 
responded to our 1996-97 academic year institutional survey. As a result, borrower satisfaction 
levels could be linked to institutional satisfaction levels to test the hypothesis that institutional 
satisfaction is the driving force behind borrower satisfaction. 

From the most recent institutional survey, institutions were first stratified by program 
participation in academic year 1994-95 (Direct Loan or FFEL), type and control (5 categories), 
and loan volume (2 categories), resulting in a total of 20 program, type/control, loan volume 
cells. However, prior to drawing the borrower survey, those FFEL institutions in 1994-95 that 
had subsequently transitioned into the Direct Loan Program had to be reclassified as either 
Second Year or Third Year Direct Loan schools. After this reclassification had occurred, those 
institutions responding to our 1997 institutional survey then became our Phase I sample for 
the borrower survey. 

Of these, those schools located in Puerto Rico were eliminated from the sample because of 
anticipated language barriers at the data collection stage. The original design called for the 
selection of 108 schools from each of the Year 1, Year 2, and Year 3 institutions, and 216 
FEEL institutions. From these institutions, five borrowers per institution were selected; two 
first-time student borrowers, two students who had previous loans, and one parent borrower, 
for a total of 2,700 borrowers in all. To the extent possible, the number of institutions sampled 
from each cell would be proportional to the borrower population for the cell. However, since 
there were fewer than 108 Year 1 and Year 3 institutions in our sample, the number of 
borrowers sampled from the available institutions was increased slightly so that the sample 
size could remain at 2,700 borrowers. 

The number of institutions selected follows in Table 1. It should be noted that originally four 
additional institutions were selected. But by the second stage, the respondent status for these 
four had been changed from respondent to nonrespondent or out-of scope because of an 
unusable response pattern; these institutions were dropped. 
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Survey Methodology 



As a result, the number of borrowers in each of the three categories (first-time student, 
previous student, and parent) and years in the program were held constant but were spread out 
among the available institutions. In addition. Direct Loan students were over-sampled for Year 
3. For a number of reasons. Direct Loan borrowers from institutions first implementing the 
program during academic year 1996-97 were of interest, since they were in a particularly good 
position to compare their recent Direct Loan experience with any previous FFEL experience. 

The sample was restricted to those borrowers originating loans between July 1, 1996 and June 
30, 1997 in order to minimize the effects of borrower recall. If more than one loan was 
originated for a borrower between July 1, 1996 and June 30, 1997, the last loan originated was 
retained in the sample, and the borrower was classified according to that loan. 



Weights and Replication Weights 

The initial student weights were calculated as the product of three weights: 

• The institutional weight from the institution survey 

• The inverse of the probability of selection into the borrower survey, given that an institution 
was a respondent to the institutional survey 

• The inverse of the probability of selection of the borrower, given that his institution was 
selected for the borrower survey. 



Adjustment categories were defined in order to adjust weights for nonresponse. These categories 
were defined by combinations of year, type/control, institutional loan volume, and whether the 
borrower was a parent or student. For parents, the institutional loan volume codes were collapsed, 
and in all instances in which a combination had no respondents, that combination was also collapsed. 
Within each combination, the initial sample borrowers were classified as either completes, 
out-of-scopes, refusals or unresolved. Completes and refusals (defined as any borrower determined 
to be in scope but from whom a response to the survey could not be elicited) were part of the 
population of interest. Out-of-scopes were borrowers who claimed the NSLDS data were incorrect 
and that they had taken no loans out during that period. Unresolved were those members of the initial 
sample who could not be contacted, or who, having been contacted could not or would not provide 
confirmation that they had taken out a loan during the 1996-97 academic year. The assumption was 
made that the same proportion of unresolved cases in each adjustment category was out-of-scope as 
the proportion of resolved cases that were out-of-scope. 

Weights were adjusted by estimating the population in the adjustment category (adding the weights 
of the completes, refusals, and the proportion of the unresolved estimated to be in scope) and 
multiplying the weights of the respondents by a category-specific constant so that they added up to 
the estimated population. 
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Survey Methodology 



The fact that this survey required a complex design made the standard statistical tests used in most 
evaluations inappropriate. As a result, a jackknife technique was used to estimate design effects and 
to adjust regression and cross-tabulate significant tests. The institutions were sorted by year, 
type/control, and institutional loan volume. They were then divided into 200 groups, each group 
consisting of every 200th case. A set of initial weights was then calculated for each group, as if the 
members of the group had not been sampled (hence the members of the group had a weight of zero). 
All the adjustments made for the original set of weights were applied to the replication weights. A 
SAS data set was constructed with the replication weights, and WESVAR was used to calculate 
regressions, logistic regressions, chi-square tests and t-tests, taking into account the design effects. 
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BORROWER TELEPHONE SURVEY 
FEDERAL PLUS LOAN PROGRAM— PARENT BORROWERS 

Job #1555-20 
PARBORR.FNL 



Typographic Conventions: 

[Off-script instructions to the interviewer are enclosed in square brackets.] 

{Instructions to the questionnaire programmer, or notes about material which needs to be added 
to the questiormaire, are enclosed in curly brackets.} 



SPECIAL INSTRUCTIONS 

Code all “Don’t Know” answers as 88. 

Code aU “Refused” answers as 99. 

Responses in uppercase letters should not be read to respondents. 

Responses in initial caps should be read to respondents. 

SPECIAL CALL DISPOSITIONS 

Similar dispositions for the parent and student surveys should be given same disposition number. 
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SECTION A; SCREENING QUESTIONS 



{INTRODUCTION} 



A. 1 A Hello, may I please speak with { PARENT(S) FULL NAME } ? 

A.lA.l YES [Respondent answered phone] 

A.1A.2 NO [Other household member answered phone] 



A. 1 A.2. 1 [Respondent available] [Repeat INTRODUCTION] 

A. 1 A.2.2 [Respondent unavailable or bad time; Schedule callback] 
A. 1 A.2.3 [Wrong Number] [Politely End Interview] 



A.1A.88 [DK] [Refusal Statement] 

A. 1 A.99 [REFUSED] [Refusal Statement] { SKIP TO TERMINATION SCREEN } 



This is [Interviewer Name] calling from Macro International on behalf of the U.S. Department of 
Education. As part of a national study, the Department of Education has asked our organization 
to conduct a survey among participants in Federal student loan programs. 

We believe borrowers can help the Government to better understand how well these programs 
are actually working, and assist policymakers in making important decisions about student loans. 
I would like to ask you about your experiences with the Federal student loan program. 

All information that you provide will be kept strictly confidential. Your responses will not be 
reported individually, but will be combined with those of other respondents and reported in 
aggregate, or group, form. 



It is estimated that this survey will take no longer than 20 minutes to complete. Of course, your 
participation is completely voluntary, but we would really appreciate your opinions. 



First of all, I would like to verify the following information: 

A. 1 Is your son (daughter) { STUDENT FIRST NAME } presently a student at (SCHOOL NAME)? 

A. 1.1 YES 

A. 1.2 NO 

A. 1.88 [DK] 

A. 1.99 [REFUSED] 
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A.2 Did he (she) attend { SCHOOL NAME } during the 1 996-97 school year? 



[Prompt: By the 1996-97 school year I mean, between July 1, 1996 and June 30, 1997.] 

A.2.1 YES {SCHOOL=l) 

A.2.2 NO {SCHOOL=0} 

A.2.88 [DK] {SCHOOL=0} 

A.2.99 [REFUSED] {SCHOOL=0} 



(IF SCHOOL=0 THEN SKIP TO A.3B) 

A. 3 A Did you have at least one Federal student loan for his (her) tuition or other expenses at 

(SCHOOL NAME) for the 1996-97 school year? 

[Prompt, if necessary: Did you, as a parent, obtain a Federal Student Loan to help pay for your 
child’s tuition or other academic expenses during the 1996-1997 school year?] 

A.3A.1 YES {SKIPTOA.4} 

A.3 A.2 NO { SKIP TO TERMINATION SCREEN } 

A.3A.88 [DK] {SKIPTOA.4} 

A.3A.99 [REFUSED] {SKIPTOA.4} 

{SKIPTOA.4} 



A.3B Did you have at least one Federal student loan for his (her) tuition or other expenses at 
any school for the 1996-97 school year? 

[Prompt, if necessary: Did you as a parent, obtain a Federal Student Loan to help pay for your 
child’s tuition or other academic expenses during the 1996-1997 school year?] 

A.3B.1 YES 

A.3B.2 NO [SKIP TO TERMINATION SCREEN] 

A.3B.88 [DK] 

A.3B.99 [REFUSED] 
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A.4 My information indicates that you had a { LOANDEF } for { STUDENT FIRST NAME } for 
the 1996-97 school year. Is this correct? 



{SET LOANDEF EQUAL TO LOAN IN SAMPLE RECORD - SHOULD BE "Federal Direct 
PLUS Loan" or " Federal Family Education PLUS Loan" - IF NOT ONE OF THESE LOAN 
TYPES, INDICATE RECORD FOR REVIEW BY CALVERTON} 

(IF LOANDEF = "Federal Direct PLUS Loan", THEN LOANTYPE = FDPLUS } 

(IF LOANDEF = "Federal Family Education PLUS Loan", THEN LOANTYPE = FFEPLUS } 



A.4.1 


YES 


(SKIP TO LABEL A.l } (LOAN=l } } 


A.4.2 


NO 


A.4.88 


[DK] 




A.4.99 


[REFUSED] 


(SKIP TO TERMINATION SCREEN) 



A.5 Did you have any of the following types of Federal loans for the 1996-97 school year? 



A. 5 A A Federal Direct Subsidized Stafford Loan for yourself 



A.5A.1 

A.5A.2 

A.5A.88 

A.5A.99 



YES 

NO 

[DK] 

[REFUSED] 



A.5B A Federal Direct Unsubsidized Stafford Loan for yourself 



A.5B.1 

A.5B.2 

A.5B.88 

A.5B.99 



A.5C.1 

A.5C.2 

A.5C.88 

A.5C.99 



A.5D,1 

A.5D.2 

A.5D.88 

A.5D.99 



YES 

NO 

[DK] 

[REFUSED] 



A.5C A Federal Family Education Subsidized Stafford Loan for yourself 



YES 

NO 

[DK] 

[REFUSED] 



A.5D A Federal Family Education Unsubsidized Stafford Loan for yourself 



YES 

NO 

[DK] 

[REFUSED] 



(IF LOAN NE FDPLUS, THEN SKIP TO A.5G} 
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A.5E A Federal Direct PLUS Loan for another student 

A.5E.1 YES 

A.5E.2 NO 
A.5E.88 [DK] 

A.5E.99 [REFUSED] 

A.5F A Federal Family Education PLUS Loan for {STUDENT FIRST NAME} 

A.5F.1 YES {LOAN=2> 

A.5F.2 NO 
A.5F.88 [DK] 

A.5F.99 [REEFUSED] 

A.5G A Federal Family Education PLUS Loan for another student 

A.5G.1 YES 
A.5G.2 NO 
A.5G.88 [DK] 

A.5G.99 [REFUSED] 

(IF LOANTYPE NE FFEPLUS, THEN SKIP TO LABEL A. 1} 

A.5H A Federal Family Education PLUS Loan for another student 

A.5H.1 YES 
A.5H.2 NO 
A.5H.88 [DK] 

A.5H.99 [REFUSED] 

A. 51 A Federal Direct PLUS Loan for (STUDENT FIRST NAME) 

A.5I.1 YES {LOAN=2> 

A.5I.2 NO 
A.5I.88 [DK] 

A.5I.99 [REFUSED] 



A.5J A Federal Direct PLUS Loan for another student 

A.5J.1 YES 

A.5J.2 NO ’ , 

A.5J.88 [DK] 

A.5J.99 [REFUSED] 

LABEL A.l (IF SCHOOL NE 1 THEN SKIP TO TERMINATION SCREEN) (IF LOAN NE 
1 OR 2, SKIP TO TERMINATION SCREEN) 

(FROM HERE FORWARD SET LOANDEF AND LOANTYPE = TO TYPE OF LOAN THEY 
INDICATED THEY HAVE EITHER IN A.4 OR A. 5} 



O 
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A.6A How would you describe {STUDENT FIRST NAME}’s current status as a student? 
Is he (she): [Read list] 

A.6A. 1 Still attending school (SET INSCH = 1 } 

A.6A.2 Out of school {SET INSCH =0} 

A.6A.3 Transferred to another school {SET TRNSFR= 1} 

A.6A.4 Taking time off school {SET INSCH =0} 

A.6A.5 Deferring enrollment {SET INSCH =0} 

A.6A.88 [DK] 

A.6A.99 [REFUSED] {SKIP TO TERMINATION SCREEN} 



A.6B Have you started making payments on your Federal PLUS loan that you received for 
the 1996-97 school year? 

[Prompt: By the 1996-97 school year I mean, between July 1, 1996 and June 30, 1997.] 



A.6B.1 YES 
A.6B.2 NO 
A.6B.88 [DK] 
A.6B.99 [REFUSED] 



{SKIP TO A.8} 




A.7 Which of the following statements best describes the status of the Federal PLUS loan that you 
received for the 1996-97 school year? Is it: 

[Read list] 

[Prompt, if necessary, with loan status definitions] 



A.7.1 


In grace period 


A.7.2 


In deferment 


A.7.3 


In forbearance 


A.7.4 


In delinquent status [over 30 days, but less than 6 months past due]; or 


A.7.5 


In default 


A.7.88 


[DK] 


A.7.99 


[REFUSED] 



A.8 Did you receive any type of Federal PLUS loan for {STUDENT FIRST NAME) for the 1995- 
96 school year? 



[Prompt: By the 1995-96 school year I mean, between July 1, 1995 and June 30, 1996.] 

A.8.1 YES {PREVLOAN=l} 

A.8.2 NO (PREVLOAN=0) 
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A.8.88 [DK] 

A.8.99 [REFUSED] 



A.9 Did you receive any type of Federal PLUS loan for (STUDENT FIRST NAME} prior to the 
1995-96 school year ? 

[Prompt: Again, by the 1995-96 school year I mean, between July 1, 1995 and June 30, 1996.] 



A.9.1 YES 

A.9.2 NO 

A.9.88 [DK] 

A.9.99 [REFUSED] 
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SECTION B: LOAN ORIGINATION AND IN-SCHOOL 
FINANCIAL AID CONTACTS 



B.l The next few questions pertain to the loan application process for your 1996-97 PLUS loan. 

Would you describe the level of ease in obtaining your 1996-97 Federal PLUS loan as: 
[Read list] 

B.1.1 Very easy 

B. 1 .2 Somewhat easy 

B . 1 . 3 Some what difficult, or 

B.l. 4 Very difficult 

B.1.88 [DK] 

B.l. 99 [REFUSED] 



B.2 In your opinion, did you receive your loan funds in a timely manner? 

(SKIPTOB.4} 

(SKIPTOB.4} 

(SKIPTOB.4} 



B.3 Did the delay in receiving your loan funds have any of the following effects? 
[Read list, select all that apply] 

{MUL=5} 

B.3.1 Delayed registration 

B.3. 2 Delayed student from starting classes on time 

B.3. 3 Caused student to drop out of school 

B.3. 4 Caused student to apply for a bridge or emergency loan, or extra financing 
B.3. 5 Other [specify] 

B.3. 88 [DK] 

B.3.99 [REFUSED] 



B.2.1 YES 

B.2.2 NO 

B.2.88 [DK] 

B.2.99 [REFUSED] 
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B.4 Overall, how satisfied were you with each of the following aspects of your 1996-97 PLUS loan 
application process? Were you very satisfied, somewhat satisfied, somewhat dissatisfied, or 
very dissatisfied? 

[Repeat list of responses for each question, as needed] 



B.4A 


The way the financial aid staff at {SCHOOL NAME} explained your loan terms 


B.4A.1 

B.4A.2 

B.4A.3 

B.4A.4 

B.4A.88 

B.4A.99 


Very satisfied 
Somewhat satisfied 
Somewhat dissatisfied 
Very dissatisfied 
[DK] 

[REFUSED] 


B.4B 


Your awareness of when your loan payments would start 


B.4B.1 

B.4B.2 

B.4B.3 

B.4B.4 

B.4B.88 

B.4B.99 


Very satisfied 
Somewhat satisfied 
Somewhat dissatisfied 
Very dissatisfied 
[DK] 

[REFUSED] 


B.4C 


The responsiveness of the financial aid staff to your questions and concerns 


B.4C.1 

B.4C.2 

B.4C.3 

B.4C.4 

B.4C.88 

B.4C.99 


Very satisfied 
Somewhat satisfied 
Somewhat dissatisfied 
Very dissatisfied 
[DK] 

[REFUSED] 


B.4D 


Explanation by the financial aid office of the steps of the loan process required for a 
student to transfer schools 


B.4D.1 

B.4D.2 

B.4D.3 

B.4D.4 

B.4D.88 

B.4D.99 


Very satisfied 
Somewhat satisfied 
Somewhat dissatisfied 
Very dissatisfied 
[DK] 

[REFUSED] 
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{IF LOANTYPE NE FFEPLUS, THEN SKIP TO C. 1 } 



B.4E 


The way your lender explained your loan terms 


B.4E.1 


Very satisfied 


B.4E.2 


Somewhat satisfied 


B.4E.3 


Somewhat dissatisfied 


B.4E.4 


Very dissatisfied 


B.4E.88 


[DK] 


B.4E.99 


[REFUSED] 


B.4F 


The way your guarantee agency explained your loan terms 


B.4F.1 


Very satisfied 


B.4F.2 


Somewhat satisfied 


B.4F.3 


Somewhat dissatisfied 


B.4F.4 


Very dissatisfied 


B.4.F.88 


[DK] 


B.4.F.99 


[REFUSED] 


B.4G 


The way your loan servicer explained your loan terms 


B.4G.1 


Very satisfied 


B.4G.2 


Somewhat satisfied 


B.4G.3 


Somewhat dissatisfied 


B.4G.4 


Very dissatisfied 


B.4G.88 


[DK] 


B.4G.99 


[REFUSED] 



O 
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SECTION C: BORROWER A WARENESS OF LOAN TERMS 



C. 1 The next series of questions deals with the key terms, features, and conditions of your 1996-97 
PLUS loan. 

First of all, what was the approved amount of your PLUS loan for { STUDENT FIRST NAME } 
for the 1996-97 academic year? 

[If respondent cannot provide exact amount, probe for approximate amount] 

[If respondent received two loans of the same type during Ae 1996-97 school year, ask for the 
amount of the most recent loan] 

C.1.1 AMOUNT [Enter amount] {NUM=6} 

C.1.2 APPROXIMATE AMOUNT [Enter amount] {NUM=6} 

C.1.88 [DK] 

C.1.99 [REFUSED] 

C.2 What is your interest rate for your 1996-97 PLUS loan? 

[If respondent cannot provide exact rate, probe for approximate rate] 

[If respondent received two loans of the same type during the 1996-97 school year, ask for the 
rate associated with the most recent loan] 

C.2. 1 RATE [Enter amount] { NUM=2.2 } 

C.2.2 ESTIMATED RATE [Enter amount] {NUM=2.2} 

C.2.88 [DK] 

C.2.99 [REFUSED] 

C.3 Approximately how many years do you think it will take you to pay off all of your Federal 
PLUS loans incurred while (STUDENT FIRST NAME) is attending school? 

C.3.1 YEARS [Enter number of years] {NUM=2} 

C.3.2 ALREADY PAID 

C.3.3 [DK] 

C.3.4 [REFUSED] 
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C.4 Can you please tell me three possible consequences of defaulting on your 1996-97 PLUS loan? 



[Do not read list] 

{MUL=3} 

C.4. 1 ADVERSE CREDIT REPORTS 

C.4.2 GARNISHMENT OF WAGES 

C.4.3 LITIGATION 

C.4.4 GOVERNMENT KEEPS LOTTERY WINNINGS 

C.4.5 GOVERNMENT KEEPS INCOME TAX REFUNDS 

C.4.6 OTHER [Specify] 

C.4.88 [DK] 

C.4.99 [REFUSED] 
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SECTION D: CONTACT/COMMUNICATIONS WITH THE DEPARTMENT OF 

EDUCATION 



{IF LOANTYPE = FFEPLUS, THEN SKIP TO D.5 } 



D. 1 The next few questions ask about specific contacts or communications that you have had with 
the Department of Education and its loan servicers to whom you will make, or are currently 
making, payments on your 1996-97 PLUS loan. . 

Did you have any contact with the Department of Education and its loan servicers regarding 
your 1996-97 Federal Direct PLUS loan? 

D.1.1 YES {SETDECONT=l} 

D.1.1 NO {SKIP TO LABEL E.l} 

D.1.88 [DK] {SKIP TO LABEL E.l} 

D. 1 .99 [REFUSED] { SKIP TO LABEL E. 1 } 



D.2 Have you contacted the Department of Education or its loan servicers for any of the following 
reasons pertaining to your 1996-97 PLUS loan? 

[Read list of items and select all that apply] 

[Prompt, if necessary: Did you contact the Department of Education or its loan servicers 

for..."] 



{MUL=4| 



D.2. 1 Explanation of loan terms 

D.2.2 Loan repayment information 



D.2.3 Change of address 

D.2.4 Loan forbearance 

D.2.5 Loan delinquency 

D.2.6 Loan default 




D.2.S| Other [specify] 
D.2.88 [DK] 

D.2.99 [REFUSED] 
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D.3 On a scale of one to five, with one being the lowest and five being the highest, how would you 
rate your level of satisfaction with each of the following items when contacting the Department 
of Education or its loan servicers regarding your 1996-97 loan? 



D.3A 


The helpfulness of the representatives 


D.3A.1 

D.3A.2 


[LOWEST] 


D.3A.3 

D.3A.4 


[MIDDLE] 


D.3A.5 


[HIGHEST] 


D.3A.88 


[DK] 


D.3A.99 


[REFUSED] 


D.3B 


The courtesy of the representatives 


D.3B.1 

D.3B.2 


[LOWEST] 


D.3B.3 

D.3B.4 


[MIDDLE] 


D.3B.5 


[HIGHEST] 


D.3B.88 


[DK] 


D.3B.99 


[REFUSED] 


D.3C 


The level of knowledge of representatives 


D.3C.1 

D.3C.2 


[LOWEST] 


D.3C.3 

D.3C.4 


[MIDDLE] 


D.3C.5 


[HIGHEST] 


D.3C.88 


[DK] 


D.3C.99 


[REFUSED] 


D.3D 


The timeliness in processing or addressing your requests 


D.3D.1 

D.3D.2 


[LOWEST] 


D.3D.3 

D.3D.4 


[MIDDLE] 


D.3D.5 


[HIGHEST] 


D.3D.88 


[DK] 


D.3D.99 


[REFUSED] 
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D.3E 


The usefulness of the information you received 


D.3E.1 

D.3E.2 


[LOWEST] 


D.3E.3 

D.3E.4 


[MIDDLE] 


D.3E.5 


[HIGHEST] 


D.3E.88 


[DK] 


D.3E.99 


[REFUSED] 



D.4 Overall, how satisfied are you with any contacts that you have had with the Department of 
Education or its loan servicers regarding your 1996-97 PLUS loan? Are you: 

[Read list] 



D.4.1 


Very satisfied 


D.4.2 


Somewhat satisfied 


D.4.3 


Somewhat dissatisfied, or 


D.4.4 


Very dissatisfied? 


D.4.88 


[DK] 


D.4.99 


[REFUSED] 



{SKIP TO LABEL E.l} 

D.5 The next few questions ask about specific contacts or communications that you have had 
with the Department of Education. 

Did you have any contact with the Department of Education regarding your 1996-97 
Federal Family Education PLUS loan? 



D.5.1 


YES 


(SET DECONT=l } 


D.5.1 


NO 


(SKIP TO LABEL E.l) 


D.5.88 


[DK] 


(SKIP TO LABEL E.l) 


D.5.99 


[REFUSED] 


(SKIP TO LABEL E.l) 
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D.6 Have you contacted the Department of Education for any of the following reasons 
pertaining to your 1996-97 PLUS loan? 

[Read list of items and select all that apply] 

[Prompt, if necessary: "Did you contact the Department of Education for..."] 
{MUL=6|} 



D.6.1 

D.6.2 

D.6.3 

D.6.4 

D.6.5 

D.6.6 

D.6.7 




D.6.88 

D.6.99 



Explanation of loan terms 

Loan repayment information [Prompt, if necessary: For example, payment due date, 
pa)mient amount, where to send payment] 

Change of address 
Loan forbearance 
Loan delinquency 
Loan default 
Loan consolidation 

Other [specify] 

[DK] 

[REFUSED] 



D.7 On a scale of one to five, with one being the lowest and five being the highest, how would 
you rate your level of satisfaction with each of the following items when contacting the 
Department of Education regarding your 1996-97 loan? 



D.7A 


The helpfulness of the representatives 


D.7A.1 

D.7A.2 


[LOWEST] 


D.7A.3 

D.7A.4 


[MIDDLE] 


D.7A.5 


[HIGHEST] 


D.7A.88 


[DK] 


D.7A.99 


[REfused] 


D.7B 


The courtesy of the representatives 


D.7B.1 

D.7B.2 


[LOWEST] 


D.7B.3 

D.7B.4 


[MIDDLE] 


D.7B.5 


[HIGHEST] 


D.7B.88 


[DK] 


D.7B.99 


[REFUSED] 
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D.7C 


The level of knowledge of representatives 


D.7C.1 

D.7C.2 

D.7C.3 

D.7C.4 

D.7C.5 

D.7C.88 

D.7C.99 


[LOWEST] 

[MIDDLE] 

[HIGHEST] 

[DK] 

[REFUSED] 


D.7D 


The timeliness in processing or addressing your requests 


D.7D.1 

D.7D.2 

D.7D.3 

D.7D.4 

D.7D.5 

D.7D.88 

D.7D.99 


[LOWEST] 

[MIDDLE] 

[HIGHEST] 

[DK] 

[REFUSED] 


D.7E 


The usefulness of the information you received 


D.7E.1 

D.7E.2 

D.7E.3 

D.7E.4 

D.7E.5 

D.7E.88 

D.7E.99 


[LOWEST] 

[MIDDLE] 

[HIGHEST] 

[DK] 

[REFUSED] 



D.8 Overall, how satisfied are you with any contacts that you have had with the Department of 
Education regarding your 1996-97 PLUS loan? Are you: 

[Read list] 



D.8.1 


Very satisfied 


D.8.2 

D.8.3 

D.8.4 

D.8.88 

D.8.99 


Somewhat satisfied 
Somewhat dissatisfied, or 
Very dissatisfied? 

[DK] 

[REFUSED] 
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SECTION E: CONTACT/COMMUNICATIONS WITH 
OTHER SERVICE PROVIDERS 

LABEL E. 1 {IF LOANTYPE NE FFEPLUS THEN SKIP TO F. 1 } 



The next few questions ask about specific contacts or communications that you have had with your 
lender, your guarantee agency, or your servicing agency regarding your 1996-97 PLUS loan. 

E. 1 Did you have any contact with your lender, your guarantee agency, or your servicing agency 
regarding your 1996-97 Federal Family Education PLUS loan? 

E.1.1 YES {CONTACT=l} 

E.1.2 NO {SKIPTOF.l} 

E.1.88 [DK] {SKIPTOF.l} 

E.1.99 [REFUSED] {SKIPTOF.l} 



E.2 Was the contact with your lender, guarantee agency, or servicing agency regarding your 1996- 
97 PLUS loan, for any of the following reasons? 



[Read list and indicate all that apply] 

[Prompt, if necessary: "Please tell me i^this is a reason why you contacted the Department of 
Education 



{MUL=8|} 



E.2.1 


Explanation of loan terms 


E.2.2 


For loan payment information [Prompt, if necessary: payment due date, payment 
amount, where to sent payment] 


E.2.3 


To change an address 


E.2.4 


For loan forbearance 


E.2.5 


For loan delinquency 


E.2.6 


For loan default 


E.2.7 


For loan consolidation 


■it2.8 •' 




E.2.'§r 


Other [Specify] 


E.2.88 


[DK] 


E.2.99 


[REFUSED] 
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E.3 On a scale of one to five, with one being the lowest five being the highest, how would you 
rate your general level of satisfaction with each of the following items when contacting your 
lender, your guarantee agency, and/or your servicing agency regarding your 1996-97 loan? 



E.3 A The helpfulness of representatives 

E.3A.1 [LOWEST] 

E.3A.2 

E.3A.3 [MIDDLE] 

E.3A.4 

E.3A.5 [HIGHEST] 

E.3A.6 [NOT APPLICABLE] 

E.3 A. 88 [DK] 

E.3A.99 [REFUSED] 

E.3B The courtesy of representatives 

E.3B.1 [LOWEST] 

E.3B.2 

E.3B.3 [MIDDLE] 

E.3B.4 

E.3B.5 [HIGHEST] 

E.3B.6 [NOT APPLICABLE] 

E.3B.88 [DK] 

E.3B.99 [REFUSED] 

E.3C The level of knowledge of the representatives 

E.3C.1 [LOWEST] 

E.3C.2 

E.3C.3 [MIDDLE] 

E.3C.4 

E.3C.5 [HIGHEST] 

E.3C.6 [NOT APPLICABLE] 

E.3C.88 [DK] 

E.3C.99 [REFUSED] 

E.3D The timeliness in processing or addressing your requests 

E.3D.1 [LOWEST] 

E.3D.2 

E.3D.3 [MIDDLE] 

E.3D.4 

E.3D.5 [HIGHEST] 

E.3D.6 [NOT APPLICABLE] 

E.3D.88 [DK] 

E.3D.99 [REFUSED] 
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E.3E 


The usefulness of the information received 


E.3E.1 

E.3E.2 


[LOWEST] 


E.3E.3 

E.3E.4 


[MIDDLE] 


E.3E.5 


[HIGHEST] 


E.3E.6 


[NOT APPLICABLE] 


E.3E.88 


[DK] 


E.3E.99 


[REFUSED] 



E.3 Overall, how satisfied are you with any contacts that you have had with your lender, your 
guarantee agency, or your servicing agency regarding your 1996-97 PLUS loan? Are you: 

[Read list] 



E.3.1 Very satisfied 

E.3. 2 Somewhat satisfied 

E.3. 3 Somewhat dissatisfied, or 

E.3. 4 Very dissatisfied? 

E.3.88 [DK] 

E.3.99 [REFUSED] 
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SECTION F: OVERALL LOAN PROGRAM SATISFACTION 



F. 1 Thinking about your overall loan program experience during the 1996-97 school year, how 
satisfied were you with your {LOANTYPE} ? Would you say that you were: 





[Read list] 


F.1.1 


Very satisfied 


F.1.2 


Somewhat satisfied 


F.1.3 


Somewhat dissatisfied, or 


F.1.4 


Very dissatisfied? 


F.1.88 


[DK] 


F.1.99 


[REFUSED] 



F.2 How important were each of the following in determining your overall satisfaction with 
your PLUS loan during the 1996-97 school year — very important, somewhat important, 
somewhat unimportant, or not at all important? 



F.2A 


[Prompt, if necessary, with list of responses] 
Ease of the loan application process 


F.2A.1 


Very important 


F.2A.2 


Somewhat important 


F.2A.3 


Somewhat unimportant 


F.2A.4 


Not at all important 


F.2A.5 


[NOT APPLICABLE] 


F.2A.88 


[DK] 


F.2A.99 


[REFUSED] 


F.2B 


Timeliness of loan funds 


F.2B.1 


Very important 


F.2B.2 


Somewhat important 


F.2B.3 


Somewhat unimportant 


F.2B.4 


Not at all important 


F.2B.5 


[NOT APPLICABLE] 


F.2B.88 


[DK] 


F.2B.99 


[REFUSED] 









Parborr.fnl 



187 



21 



F.2C Explanation of loan terms by the financial aid office 



[Prompt, if necessary: written or verbal explanations that you may have 
received regarding you loan terms] 



F.2C. 1 Very important 

F.2C.2 Somewhat important 
F.2C.3 Somewhat unimportant 
F.2C.4 Not at all important 

F.2C.5 [NOT APPLICABLE] 

F.2C.88 [DK] 

F.2C.99 [REFUSED] 

(IF DECONT NE 1 THEN SKIP TO LABEL F. 1 } 

F.2D Contacts with the Department of Education 

F.2D.1 Very important 

F.2D.2 Somewhat important 
F.2D.3 Somewhat unimportant 
F.2D.4 Not at all important 

F.2D.5 [NOT APPLICABLE] 

F.2D.88 [DK] 

F.2D.99 [REFUSED] 

LABEL F. 1 [ IF LOANTYPE NE FFEPLUS, THEN SKIP TO LABEL G. 1 } 

{ IF CONTACT NE 1 THEN SKIP TO LABEL G. 1 } 

F.2E Explanation of loan terms by your lender 

F.2E. 1 Very important 

F.2E.2 Somewhat important 

F.2E.3 Somewhat unimportant 

F.2E.4 Not at all important 

F.2E.5 [NOT APPLICABLE] 

F.2E.88 [DK] 

F.2E.99 [REFUSED] 

F.2F Explanation of loan terms by your guarantee agency 

F.2F. 1 Very important 

F.2F.2 Somewhat important 

F.2F.3 Somewhat unimportant 

F.2F.4 Not at all important 

F.2F.5 [NOT APPLICABLE] 



F.2F.88 [DK] 
F.2F.99 [REFUSED] 
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F.2G 


Explanation of loan terms by your loan servicer 


F.2G.1 


Very important 


F.2G.2 


Somewhat important 


F.2G.3 


Somewhat unimportant 


F.2G.4 


Not at all important 


F.2G.5 


[NOT APPLICABLE] 


F.2G.88 


[DK] 


F.2G.99 


[Refused] 
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SECTION G: PREVIOUS LOANS 



LABEL G. 1 { IF PREVLOAN=0, SKIP TO H. 1 } 

G.l You mentioned earlier in this interview that you had at least one prior PLUS loan for 
{STUDENT FIRST NEME}. I would like for you to think about the Federal PLUS loan 
that you received immediately before receiving your 1996-97 PLUS loan. By that I mean 
recent PLUS loan that you received for (STUDENT FIRST NEME}, starting 
1995-96 school year o r before . Please do not include any multiple- 
disbursement loans or multiple loans you may have received for the 1996-97 school year. 

[Prompt, if necessary! the prior loan does not have to be from the previously 
indicated school] 

[Prompt, if necessary: the 1996-97 school year is between July 1, 1996 and June 
30, 1997 and the 1995-96 school year is between July 1, 1995 and June 30, 1996] 

First, did you have one of the following types of Federal loans immediately prior to 
your 1996-97 loan? 

G. 1 . 1 A Federal Direct PLUS Loan 

G. 1 .2 A Federal Family Education PLUS Loan 

G. 1 .3 Other [Specify] {SKIP TO H. 1} 

G.1.88 [DK] {SKIPTOH.l} 

G.1.99 [Refused] {SKIPTOH.l} 

G.2 How did your overall experience in obtaining your 1996-97 Federal PLUS loan compare 

with your experience obtaining your prior PLUS loan? Was it: 





[Read list] 




G.2.1 


More positive 




G.2.2 


Less positive, or 




G.2.3 


About the same 


{SKIP TO G.4} 


G.2.88 


[DK] 


{SKIP TO G.4} 


G.2.99 


[REFUSED] 


{SKIP TO G.4} 
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G.3 Why do you consider your overall experience with your 1996-97 (prior) loan experience 
to be more positive? 



[DO NOT READ LIST] 

{MUL=10} 

G.3. 1 I WAS MORE FAMILIAR WITH THE PROCESS WHEN I APPLIED FOR MY 
1996-97 LOAN 

G.3.2 THE PAPERWORK NECESSARY TO GET THE LOAN WAS EASIER TO 
COMPLETE 

G. 3 . 3 THERE WAS LESS PAPERWORK 

G.3.4 I DID NOT HAVE TO WAIT AS LONG TO GET MY LOAN 
G. 3 . 5 THERE WERE SHORTER LINES 

G.3.6 THE nNANCIAL AID STAFF WAS MORE HELPFUL OR ACCESSIBLE 
G. 3 . 7 THE LENDER OR GUARANTOR INTERACTION WAS HELPFUL 
G.3. 8 OTHER [SPECIFY] 

G.3. 88 [DK] 

G.3. 99 [REFUSED] 

G.4 For each of the following specific aspects of the loan process, please tell me how your 
experience with your 1996-97 Federal loan compares with your experience in obtaining 
your prior loan? Specifically, was your 1996-97 loan experience more positive, less 
positive, or about the same? 



G.4A 


The loan application process 


G.4A.1 


More positive 


G.4A.2 


Less positive 


G.4A.3 


About the same 


G.4A.4 


[NOT APPLICABLE] 


G.4A.88 


[DK] 


G.4A.99 


[REFUSED] 


G.4B 


The timeliness of loan funds 


G.4B.1 


More positive 


G.4B.2 


Less positive 


G.4B.3 


About the same 


G.4B.4 


[NOT APPLICABLE] 


G.4B.88 


[DK] 


G.4B.99 


[REFUSED] 
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G.4C The explanation of terms by the financial aid office 

G.4C.1 More positive 
G.4C.2 Less positive 
G.4C.3 About the same 

G.4C.4 [NOT APPLICABLE] 

G.4C.88 [DK] 

G.4C.99 [REFUSED] 



f ir DECONT NE 1 THEN SICIP TO LABEL G.2) 



G.4D Contacts with the Department of Education 

G . 4D . 1 More positive 
G.4D.2 Less positive 
G.4D.3 About the same 
G.4D.4 [NOT APPLICABLE] 

G.4D.88 [DK] 

G.4D.99 [REFUSED] 

fc ADEL G.2 {IF LOANTYPE NE FFEPLUS, SKIP TO G.5} 

G.4E Explanation of loan terms by your lender 

G.4E. 1 More positive 

G.4E.2 Less positive 
G.4E.3 About the same 
G.4E.4 [NOT APPLICABLE] 

G.4E.88 [DK] 

G.4E.99 [REFUSED] 

G.4F Explanation of loan terms by your guarantee agency 

G.4F. 1 More positive 
G.4F.2 Less positive 
G.4F.3 About the same 

G.4F.4 [NOT APPLICABLE] 

G.4F.88 [DK] 

G.4F.99 [REFUSED] 



G.4G Explanation of loan terms by your loan servicer 

G.4G. 1 More positive 
G.4G.2 Less positive 
G.4G.3 About the same 
G.4G.4 [NOT APPLICABLE] 

G.4G.88 [DK] 

G.4G.99 [REFUSED] 
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G.5 Did you consolidate your 1996-97 PLUS loan with your previous PLUS loan? 



G.5.1 Yes 

G.5.2 No 

G.5.88 [DK] 



{SKIP TOH.l} 
{SKIP TOH.l} 
{SKIP TOH.l} 



G.5.99 [REFUSED] 



G.6 Since you have consolidated your student loans, are you more satisfied or less satisfied 
with the level of assistance received from the loan servicer? 

G.6.1 More satisfied 

G.6. 2 Less satisfied 

G.6. 3 No difference 

G.6.88 [DK] 

G.6.99 [REFUSED] 
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SECTION H: DEMOGRAPfflC CHARACTERISTICS 



H. 1 The last few questions are for research purposes only. In order to group answers into 
specific categories, I need to ask . . . 

Would you classify yourself as : 

[Read list] 



H.1.1 


American Indian or Alaskan Native 


H.1.2 


Asian or Pacific Islander 


H.1.3 


Black, not of Hispanic origin 


H.1.4 


White, not of Hispanic origin 


H.1.5 


Hispanic, or 


H.1.6 


Other [specify]? 


H.1.88 


[DK] 


H.1.99 


[REFUSED] 



H.2 Which of the following categories best describes your current annual household income? 
[Read list] 

H.2.1 Less than $20,000 

H.2.2 $20,000 - $39,999 

H.2.3 $40,000 - $49,999 

H.2.4 $50,000 - $74,999 

H.2. 5 $75,000 or more 

H.2.88 [DK] 

H.2.99 [REFUSED] 

[VOICE RECOGNITION ONLY] 

H.3 GENDER OF RESPONDENT 

H.3.1 MALE 

H.3.2 FEMALE 

H.3. 3 UNKNOWN 
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SECTION I: GENERAL OBSERVATIONS 



1. 1 That completes all the questions that I have to ask you. Are there any additional comments that 
you would like to make regarding your loan or the Federal student loan program? 



1. 1 . 1 YES [Enter Comments] { SKIP TO TERMINATION SCREEN } 

1. 1 .2 NO { SKIP TO TERMINATION SCREEN } 



(TERMINATION SCREEN} 



pilt’sSlHhe que^^^^^^ you very much for your time and help. 
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BORROWER TELEPHONE SURVEY 
FEDERAL LOAN PROGRAM— STUDENT BORROWERS 

JOB #1555.20 
STUBORR.fnl 



Typographic Conventions: 

[Off-script instructions to the interviewer are enclosed in square brackets.] 

{Instructions to the questionnaire programmer, or notes about material which needs to be added 
to the questionnaire, are enclosed in curly brackets. } 



SPECIAL INSTRUCTIONS 

Code all “Don’t Know” answers as 88. 

Code all “Refused” answers as 99. 

Responses in uppercase letters should not be read to respondents. 
Responses in initial caps should be read to respondents. 



SPECIAL CALL DISPOSITIONS 

S imil ar dispositions for the Parent and Student surveys should be given same disposition number 
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SECTION A: SCREENING QUESTIONS 



{INTRODUCTION} 



A.IA Hello, may I please speak with (STUDENT FULL NAME}? 

A.lA.l YES [Respondent answered phone] 

A.1A.2 NO [Other household member answered phone] 

A. 1 A.2. 1 [Respondent available] [Repeat INTRODUCTION] 

A. 1 A.2.2 [Respondent unavailable or bad time; Schedule callback] 
A. 1 A.2.3 [Wrong Number] [Politely End Interview] 



A.1A.88 [DK] [Refusal Statement] 

A. 1 A.99 [REFUSED] [Refusal Statement] { SKIP TO TERMINATION SCREEN } 



This is [Interviewer Name] calling from Macro International on behalf of the U.S. Department of 
Education. As part of a national study, the Department of Education has asked our organization 
to conduct a survey among participants in Federal student loan programs. 

We believe borrowers can help the Government to better understand how well these programs 
are actually working, and assist policymakers in making important decisions about student loans. 
I would like to ask you about your experiences with the Federal student loan program. 

All information that you provide will be kept strictly confidential. Your responses will not be 
reported individually, but will be combined with those of other respondents and reported in 
aggregate, or group, form. 



It is estimated that this survey will take no longer than 30 minutes to complete. Of course, your 
participation is completely voluntary, but we would really appreciate your opinions. 



First of all, I would like to verify the following information; 

A. 1 Are you presently a student at { SCHOOL NAME] ? 

A. 1.1 YES 

A. 1.2 NO 

A. 1.88 [DK] 

A. 1.99 [REFUSED] 



A.2 Did you attend (SCHOOL NAME] during the 1996-97 school year? 

[Prompt; By the 1996-97 school year I mean, between July 1, 1996 and June 30, 1997.] 

A.2.1 YES {SCHOOL=l} 

A.2.2 NO {SCHOOL=0} 

A.2.88 [DK] {SCHOOL=0} 

A.2.99 [REFUSED] {SCHOOL=0} 
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{IF SCHOOL=0 THEN SKIP TO A.3B } 



A. 3 A Did you have at least one Federal student loan for tuition or other expenses at 
(SCHOOL NAME} for the 1996-97 school year? 

A.3A.1 YES {SKIPTOA.4} 

A.3A.2 NO (SKIP TO TERMINATION SCREEN) 

A.3A.88 [DK] {SKIPTOA.4} 

A.3A.99 [REFUSED] {SKIPTOA.4} 

{SKIPTOA.4} 



A.3B Did you have at least one Federal student loan for tuition or other expenses at any school 
for the 1996-97 school year? 

A.3B.1 YES 

A.3B.2 NO {SKIP TO TERMINATION SCREEN} 

A.3B.88 [DK] 

A.3B.99 [REFUSED] 



A.4 My information indicates that you had a {LOANDEF} for the 1996-97 school year. Is this 
correct? 



[SET LOANDEF EQUAL TO LOAN IN SAMPLE RECORD - SHOULD BE EITHER “Federal 
Direct Subsidized Stafford Loan” or “Federal Direct Unsubsidized Stafford Loan” or “Federal 
Family Education Subsidized Stafford Loan” or “Federal Family Education Unsubsidized Stafford 
Loan”- IF NOT ONE OF THESE LOAN TYPES, INDICATE RECORD FOR REVIEW BY 
CALVERTON} 

[IF LOANDEF = “Federal Direct Subsidized Stafford Loan” THEN LOANTYPE = FDSSL} 
{IF LOANDEF = “Federal Direct Unsubsidized Stafford Loan” THEN LOANTYPE = 
FDUSL} 

{IF LOANDEF = “Federal Family Education Subsidized Stafford Loan” THEN LOANTYPE 
= FFESSL} 

{IF LOANDEF =”Federal Family Education Unsubsidized Stafford Loan” THEN 
LOANTYPE = FFEUSL} 



A.4. 1 YES { SKIP TO LABEL A. 1 } { LO AN= 1 } 

A.4.2 NO 
A.4.88 [DK] 

A.4.99 [REFUSED] { SKIP TO TERMINATION SCREEN } 
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A.5 Did you have any of the following types of Federal loans for the 1996-97 school year? 

{DO NOT INCLUDE THE LOANTYPE ASKED IN QUESTION A.4 IN THE LIST OF LOANS 
INCLUDED IN A.5} 



A. 5 A A Federal Direct Subsidized Stafford Loan 

A.5A1 YES {LOAN=2} 

A.5A2 NO 

A.5A88 [DK] 

A.5A99 [REFUSED] 

A.5B A Federal Direct Unsubsidized Stafford Loan 

A.5B1 YES {LOAN=2} 

A.5B2 NO 

A.5B88 [DK] 

A.5B99 [REFUSED] 

A.5C A Federal Family Education Subsidized Stafford Loan 

A.5C1 YES (LOAN =2} 

A.5C2 NO 

A.5C88 [DK] 

A.5C99 [REFUSED] 

A.5D A Federal Family Education Unsubsidized Stafford Loan 

A.5D1 YES {LOAN=2} 

A.5D2 NO 

A.5D88 [DK] 

A.5D99 [REFUSED] 

A.5E A Federal Direct PLUS Loan 

A.5E1 YES 

A.5E2 NO 

A.5E88 [DK] 

A.5E99 [REFUSED] 

A.5F A Federal Family Education PLUS Loan 

A.5F1 YES 

A.5F2 NO 

A.5F88 [DK] 

A.5F99 [REFUSED] 



LABEL A.l (IF SCHOOL NE 1 THEN SKIP TO TERMINATION SCREEN} { IF LOAN NE 
1 OR 2, SKIP TO TERMINATION SCREEN} 

{ FROM HERE FORWARD SET LOANDEF AND LOANTYPE -TO TYPE OF LOAN THEY 
INDICATED THEY IIAV EITHER IN A r 4 ORA.5} 
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flF THEjSEUPEp W SHE HAS MORE THAN ONE SUBSIDIZED' 

;QEUN^PBSIPIZEDjU© school year, REFER TO MULTIPLE 

..... - ... . - . 



A.6A How would you describe you current status as a student? Are you: 
[Read list] 

A.6A. 1 Still attending school {SET INSCH=1 } 
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A.6A.2 Out of school {SETINSCH=0} 

A.6A.3 Transferred to another school { SET TRNSFR=1 } 

A.6A.4 Taking time off school {SET INSCH=0} 

A.6A.5 Deferring enrollment {SETINSCH=0} 

A.6A.88 [DK] {SETINSCH=0} 

A.6 A.99 [REFUSED] { SKIP TO TERMINATION SCREEN } 



A.6B Have you started making payments on your {LOANDEF} that you received for the 
1996-97 school year? 

[Prompt: By the 1996-97 school year I mean, between July 1, 1996 and June 30, 1997.] 

A.6B.1 Yes {SKIPTOA.8} 

A.6B.2 No 

A.6B.88 [DK] {SKIPTOA.8} 

A.6B.99 [REFUSED] { SKIP TO A.8 } 



A.7 Which of the following statements best describes the status of the (LOAN TYPE} that 

you received for the 1996-97 school year? Is it: 



[Read list] 

[Prompt, if necessary, with loan status definition] 



A.7.1 


In grace period 


AJ.2 


In deferment 


A.1.3 


In forbearance 


A.7.4 


In delinquent status (over 30 days, but less than 6 months past due) 


A.7.5 


In default 


A.7.88 


[DK] 


A.7.99 


[REFUSED] 



A.8 Did you receive any type of any t y p e of Federal student loan for the 1995-96 school year? 

[Prompt: By the 1995-96 school year I mean, between July 1, 1995 and June 30, 1996.] 

A.8.1 YES {PREVLOAN=l} 

A.8.2 NO {PREVLOAN=0} 

A.8.88 [DK] 

A.8.99 [REFUSED] 
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A.9 Did you receive any type of Federal student loan prior to the 1995-96 school year? 

[Prompt: Again, by the 1995-96 school year I mean, between July 1, 1995 and June 30, 1996.] 



A.9.1 YES 

A.9.2 NO 

A.9.88 [DK] 

A.9.99 [REFUSED] 
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SECTION B: LOAN ORIGINATION, ENTRANCE COUNSELING, 
AND IN-SCHOOL FINANCIAL AID CONTACTS 



B. 1 The next few questions pertain to the loan application process for your 1996-97 loan. 
Would you describe the level of ease in obtaining your 1996-97 {LOANDEF} as: 
[Read list] 

B.1.1 Very easy 

B. 1 .2 Somewhat easy 

B . 1 . 3 Somewhat difficult, or 

B. 1 .4 Very difficult 

B.1.88 [DK] 

B.1.99 [REFUSED] 



B.2 In your opinion, did you receive your loan funds in a timely manner? 

B.2.1 YES {SKIPTOB.4} 

B.2.2 NO 

B.2.88 [DK] {SKIPTOB.4} 

B.2.99 [REFUSED] {SKIPTOB.4} 



B.3 Did the delay in receiving your loan funds have any of the following effects? 

[Read list, select all that apply] 

{MUL=5} 

B . 3 . 1 Delayed registration 

B.3. 2 Delayed you from starting classes on time 

B.3. 3 Caused you to drop out of school 

B.3. 4 Caused you to apply for a bridge or emergency loan, or extra financing 
B.3. 5 Other [specify] 

B.3. 88 [DK] 

B.3. 99 [REFUSED] 
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B.4 Overall, how satisfied were you with each of the following aspects of your 1996-97 loan 
process? Were you very satisfied, somewhat satisfied, somewhat dissatisfied, or very 
dissatisfied? 

[Repeat list of responses for each question, as needed] 

B.4 A The effectiveness of the financial aid orientation you received 



B.4A.1 


Very satisfied 


B.4A.2 

B.4A.3 

B.4A.4 

B.4A.88 

B.4A.99 


Somewhat satisfied 
Somewhat dissatisfied 
Very dissatisfied 
[DK] 

[REFUSED] 


B.4B 


The way the financial aid staff at {SCHOOL NAME} explained you loan terms 


B.4B.1 

B.4B.2 

B.4B.3 

B.4B.4 

B.4B.88 

B.4B.99 


Very satisfied 
Somewhat satisfied 
Somewhat dissatisfied 
Very dissatisfied 
[DK] 

[REFUSED] 


B.4C 


Your awareness of when your loan payments would start 


B.4C.1 

B.4C.2 

B.4C.3 

B.4C.4 

B.4C.88 

B.4C.99 


Very satisfied 
Somewhat satisfied 
Somewhat dissatisfied 
Very dissatisfied 
[DK] 

[REFUSED] 


B.4D 


The responsiveness of the financial aid staff to your questions and concerns 


B.4D.1 

B.4D.2 

B.4D.3 

B.4D.4 

B.4D.88 

B.4D.99 


Very satisfied 
Somewhat satisfied 
Somewhat dissatisfied 
Very dissatisfied 
[DK] 

[REFUSED] 


B.4E 


Explanation by the financial aid office of the steps of the loan process required for 
transferring schools 


B.4E.1 

B.4E.2 

B.4E.3 

B.4E.4 

B.4E.88 


Very satisfied 
Somewhat satisfied 
Somewhat dissatisfied 
Very dissatisfied 
[DK] 



B.4E.99 [REFUSED] 

{IF LOANDEF NE FFESSL OR FFEUSL, THEN SKIP TO LABEL C.l} 
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B.4F 


The way your lender explained your loan terms 


B.4F.1 


Very satisfied 


B.4F.2 


Somewhat satisfied 


B.4F.3 


Somewhat dissatisfied 


B.4F.4 


Very dissatisfied 


B.4F.88 


[DK] 


B.4F.99 


[REFUSED] 


B.4G 


The way your guarantee agency explained your loan terms 


B.4G.1 


Very satisfied 


B.4G.2 


Somewhat satisfied 


B.4G.3 


Somewhat dissatisfied 


B.4G.4 


Very dissatisfied 


B.4G.88 


[DK] 


B.4G.99 


[REFUSED] 


B.4H 


The way your loan servicer explained your loan terms 


B.4H.1 


Very satisfied 


B.4H.2 


Somewhat satisfied 


B.4H.3 


Somewhat dissatisfied 


B.4H.4 


Very dissatisfied 


B.4H.88 


[DK] 


B.4H.99 


[REFUSED] 
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SECTION C: EXIT COUNSELING 



LABEL C.l {IF INSCH NE 0 OR TRNSFR=1 THEN SKIP TO D.l} 

C. 1 Now I would like for you to think about any financial aid exit counseling that you 
received prior to leaving (SCHOOL NAME} . 

How satisfied were you with the effectiveness of exit counseling you received in helping 
you to understand the terms of your 1996-97 loan? Were you: 

[Read List] 



C.1.1 


Very satisfied 




{EXITCNSL=1} 


C.1.2 


Somewhat satisfied 




{EXITCNSL=1} 


C.1.3 


Somewhat dissatisfied, or 




{EXITCNSL=1} 


C.1.4 


Very dissatisfied? 




{EXITCNSL=1} 


C.l. 5 


Did not receive exit counseling 


{SKIP TO D.l} {EXITCNSL=0} 


C.1.88 


[DK] 




{EXITCNSL=0} 


C.l. 99 


[REFUSED] 




{EXITCNSL=0} 


C.2 Did 


you receive any printed information explaining 


your 1996-97 Federal loan during 


exit 


counseling? 




C.2.1 


Yes 






C.2.2 


No 


(SKIP TO C.4} 




C.2.88 


[DK] 


{SKIP TO C.4} 




C.2.99 


[REFUSED] 


{SKIP TO C.4} 





C.3 How satisfied were you with this printed information in terms of helping you to 
understand the terms of your loan? Were you: 

[Read list] 



C.3.1 


Very satisfied 


C.3.2 


Somewhat satisfied 


C.3.3 


Somewhat dissatisfied, or 


C.3.4 


Very dissatisfied? 


C.3.88 


[DK] 


C.3.99 


[REFUSED] 


C.4 Were 


your loan payment terms and conditions explained to you during exit counseling? 


C.4.1 


Yes 


C.4.2 


No 


C.4.88 


[DK] 


C.4.99 


[REFUSED] 
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C.5 Were the various loan repayment options explained to you during exit counseling? 



C.5.1 Yes 

C.5.2 No 

C.5.88 [DK] 

C.5.99 [REFUSED] 



C.6 Were the various loan consolidation options explained to you during exit counseling? 

C.6.1 Yes 

C.6.2 No 

C.6.88 [DK] 

C.6.99 [REFUSED] 
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SECTION D: BORROWER AWARENESS OF LOAN TERMS 



D. 1 The next series of questions deals with the key terms, features, and conditions of your 
1996-97 student loan. 

First of all, what was the approved amount of your {LOANDEF} for the 1996-97 academic 
year? 

[If respondent cannot provide exact amount, probe for approximate amont] 

[If respondent received two loans of the same t)q)e during the 1996-97 school year, ask for 
the amount of the most recent loan] 

D.1.1 AMOUNT [Enter amount] {NUM=6} 

D.1.2 APPROXIMATE AMOUNT [Enter amount] {NUM=6} 

D.1.88 [DK] 

D.1.99 [REFUSED] 

D.2 What is your interest rate for your 1996-97 (LOANDEF) ? 

[If respondent cannot provide exact amount, probe for approximate amount] 

[If respondent received two loans of the same t)q)e during the 1996-97 school year, ask for 
the amount of the most recent loan] 

D.2. 1 RATE [Enter amount] { NUM=2.2 } 

D.2.2 ESTIMATED RATE [Enter amount] {NUM=2.2} 

D.2.88 [DK] 

D.2.99 [REFUSED] 

D.3 Approximately how many years do you think it will take you to pay off all of your Federal 
loans incurred while attending school? 

D.3.1 YEARS [Enter amount] {NUM=2} 

D.3.2 ALREADY PAID 

D.3.88 [DK] 

D.3. 99 [REFUSED] 

{IF INSCH= 1 OR TRNSFR = 1 THEN SKIP TO LABEL E. 1} 
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D.4 Can you please tell me three conditions under which you are allowed to defer repayment 
of your 1996-97 student loan? 

[DO NOT READ LIST] 

{MUL=3} 



D.4. 1 ATTENDING SCHOOL AT LEAST HALF-TIME 
D.4.2 PURSUING A COURSE OF STUDY RELATED TO A GRADUATE 
FELLOWSHIP 

D.4. 3 DISABLED, PURSUING A REHABILITATION TRAINING PROGRAM 

D.4.4. UNABLE TO FIND FULL-TIME EMPLOYMENT 

D.4.5 ECONOMIC HARDSHIP 

D.4.6 OTHER [Specify] 

D.4.88 [DK] 

D.4.99 [REFUSED] 



D.5 Can you please tell me three possible consequences of defaulting on your 1996-97 student 
loan? 



[Prompt, if necessary: what kinds of actions can the government take if your loan is in 
default?] 



[Do not read list] 

{MUL=3} 

D.5 . 1 ADVERSE CREDIT REPORTS 

D.5.2 GARNISHMENT OF WAGES 

D.5.3 LITIGATION 

D.5. 4 GOVERNMENT KEEPS LOTTERY WINNINGS 

D.5.5 GOVERNMENT KEEPS INCOME TAX REFUNDS 

D.5. 6 OTHER [Specify] 

D.5. 88 [DK] 

D.5. 99 [REFUSED] 
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SECTION E: CONTACT/COMMUNICATIONS WITH THE DEPARTMENT OF 

EDUCATION 

LABEL E. 1 { IF LOANDEF NE FDSSL OR FDUSL, THEN SKIP TO E.5 } 

E. 1 The next few questions ask about specific contacts or communications that you have had with 
the Department of Education and its loan servicers to whom you will make, or are currently 
making, payments on your 1996-97 loan. 

Did you have any contact with the Department of Education and its loan servicers regarding 
your 1996-97 {LOANDEF}? 



E.1.1 


YES 


{DECONT=l} 


E.1.2 


NO 


(SKIP TO LABEL F.l} 


E.1.88 


[DK] 


(SKIP TO LABEL F.l} 


E.1.99 


[REFUSED] 


(SKIP TO LABEL F.l} 



E.2 Have you contacted the Department of Education and/or its loan servicers for any of the 
following reasons pertaining to your 1996-97 loan? 

[Read list of items and select all that apply] 

[Prompt, if necessary: “Did you contact the Department of Education or its loan servicers 
for...”] 



{MUL=9} 



E.2.1 


Explanation of loan terms 


E.2.2 


Loan repayment information [Prompt, if necessary: For example, payment due date, 
payment amount, where to send payment] 


E.2.3 


Change of address 


E.2.4 


Loan deferment 


E.2.5 


Loan forbearance 


E.2.6 


Loan delinquency 


E.2.7 


Loan default 


E.2.8 


Loan consolidation 


E.2.9 


Other [specify] 


E.2.88 


[DK] 


E.2.99 


[REFUSED] 
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E.3 On a scale of one to five, with one being the lowest and five being the highest, how would you 
rate your level of satisfaction with each of the following items when contacting the Department 
of Education or its loan servicers regarding your 1996-97 loan? 



E.3A 


The helpfulness of representatives 


E.3A.1 

E.3A.2 


[LOWEST] 


E.3A.3 

E.3A.4 


[MIDDLE] 


E.3A.5 


[HIGHEST] 


E.3A.88 


[DK] 


E.3A.99 


[REFUSED] 


E.3B 


The courtesy of representatives 


E.3B.1 

E.3B.2 


[LOWEST] 


E.3B.3 

E.3B.4 


[MIDDLE] 


E.3B.5 


[HIGHEST] 


E.3B.88 


[DK] 


E.3B.99 


[REFUSED] 


E.3C 


The level of knowledge of representatives 


E.3C.1 

E.3C.2 


[LOWEST] 


E.3C.3 

E.3C.4 


[MIDDLE] 


E.3C.5 


[HIGHEST] 


E.3C.88 


[DK] 


E.3C.99 


[REFUSED] 


E.3D 


The timeliness in processing of addressing your requests 


E.3D.1 

E.3D.2 


[LOWEST] 


E.3D.3 

E.3D.4 


[MIDDLE] 


E.3D.5 


[HIGHEST] 


E.3D.88 


[DK] 


E.3D.99 


[REFUSED] 



O 
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E.3E 


The usefulness of the information you received 


E.3E.1 

E.3E.2 


[LOWEST] 


E.3E.3 

E.3E.4 


[MIDDLE] 


E.3E.5 


[HIGHEST] 


E.3E.88 


[DK] 


E.3E.99 


[REFUSED] 



E.4 Overall, how satisfied are you with any contacts that you have had with the Department of 
Education and its loan servicers regarding your 1996-97 loan? Are you: 

[Read list] 

E.4. 1 Very satisfied 

E.4.2 Somewhat satisfied 

E.4.3 Somewhat dissatisfied, or 

E.4.4 Very dissatisfied? 

E.4.88 [DK] 

E.4.99 [REFUSED] 

(SKIP TO LABEL F.l] 

E.5 The next few questions ask about specific contacts or communications that you have had with 
the Department of Education regarding your 1996-97 loan. 

Did yOu have any contact with the Department of Education regarding your 1996-97 loan? 



E.5.1 


YES 


jgiiiiiii 


E.5.2 


NO 


(SKIP TO LABEL F.l] 


E.5.88 


[DK] 


(SKIP TO LABEL F.l] 


E.5.99 


[REFUSED] 


(SKIP TO LABEL F.l] 
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E.6 Have you contacted the Departnient of Education for any of the following reasons pertaining 
to your 1996-97 loan? 

[Read list of items and select all that apply] 

[Prompt, if necessary: “Did you contact the Department of Education for...”] 

(MUL=9) 

Explanation of loan terms 

Loan repayment information [Prompt, if necessary: For example, payment due date, 
payment amount, where to send payment] 

Change of address 
Loan deferment 
Loan forbearance 
Loan delinquency 
Loan default 
Loan consolidation 
Other [specify] 

[DK] 

[REFUSED] 



E.7 On a scale of one to five, with one being the lowest and five being the highest, how would you 
rate your level of satisfaction with each of the following items when contacting the Department 
of Education regarding your 1996-97 loan? 



E.6.1 

E.6.2 

E.6.3 

E.6.4 

E.6.5 

E.6.6 

E.6.7 

E.6.8 

E.6.9 

E.6.88 

E.6.99 



E.7A 


The helpfulness of representatives 


E.7A.1 

E.7A.2 


[LOWEST] 


E.7A.3 

E.7A.4 


[MIDDLE] 


E.7A.5 


[HIGHEST] 


E.7A.88 


[DK] 


E.7A.99 


[REFUSED] 


E.7B 


The courtesy of representatives 


E.7B.1 

E.7B.2 


[LOWEST] 


E.7B.3 

E.7B.4 


[MIDDLE] 


E.7B.5 


[HIGHEST] 


E.7B.88 


[DK] 


E.7B.99 


[REFUSED] 
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E.7C The level of knowledge of representatives 

E.7C.1 [LOWEST] 

E.7C.2 

E.7C.3 [MIDDLE] 

E.7C.4 

E.7C.5 [HIGHEST] 

E.7C.88 [DK] 

E.7C.99 [REFUSED] 

E.7D The timeliness in processing of addressing your requests 

E.7D.1 [LOWEST] 

E.7D.2 

E.7D.3 [MIDDLE] 

E.7D.4 

E.7D.5 [HIGHEST] 

E.7D.88 [DK] 

E.7D.99 [REFUSED] 

E.7E The usefulness of the information you received 

E.7E.1 [LOWEST] 

E.7E.2 

E.7E.3 [MIDDLE] 

E.7E.4 

E.7E.5 [HIGHEST] 

E.7E.88 [DK] 

E.7E.99 [REFUSED] 



E.8 Overall, how satisfied are you with any contacts that you have had with the Department of 
Education regarding your 1996-97 loan? Are you: 

[Read list] 

E.8.1 Very satisfied 

E.8. 2 Somewhat satisfied 

E.8.3 Somewhat dissatisfied, or 

E.8. 4 Very dissatisfied? 

E.8.88 [DK] 

E.8.99 [REFUSED] 
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SECTION F: CONTACT/COMMUNICATIONS WITH OTHER SERVICE 

PROVIDERS 



LABEL F. 1 {IF LOANDEF NE FFESSL OR FFEUSL THEN SKIP TO G. 1 } 



F. 1 Did you have any contact with your lender, yoiir guarantee agency, or your servicing agency 
regarding your 1996-97 loan? 

F.1.1 YES 

F.1.2 NO {SKIPTOG.l} 

F.1.88 [DK] {SKIPTOG.l} 

F.1.99 [REFUSED] {SKIPTOG.l} 



F.2 Was the contact with your lender, your guarantee agency, or your servicing agency regarding 
your 1996-97 loan for any of the following reasons? 

[Read list and indicate all that apply] 

[Prompt, if necessary: "Please tell me if this is a reason why you contacted your lender, 
guarantee agency, or servicing agency." ] 

{MUL=9} 

F.2. 1 Explanation of loan terms 

F.2.2 Loan repayment information [Prompt, if necessary: payment due date, payment amount, 

where to sent payment] 

F.2. 3 Change of address 

F.2.4 Loan deferment 

F.2.5 Loan forbearance 

F.2. 6 Loan delinquency 

F.2.7 Loan default 

F.2. 8 Loan consolidation 

F.2.9 Other [specify] 

F.2.88 [DK] 

F.2.99 [REFUSED] 
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F.3 On a scale of one to five, with one being the lowest and five being the highest, how would you 
rate your general level of satisfaction with each of the following items when contacting your 
lender, your guarantee agency, or your servicing agency regarding your 1996-97 loan? 

F.3 A The helpfulness of representatives 

F.3A.1 [LOWEST] 

F.3A.2 

F.3A.3 [MIDDLE] 

F.3A.4 

F.3A.5 [HIGHEST] 

F.3A.88 [DK] 

F.3A.99 [REFUSED] 

F.3B The courtesy of representatives 

F.3B.1 [LOWEST] 

F.3B.2 

F.3B.3 [MIDDLE] 

F.3B.4 

F.3B.5 [HIGHEST] 

F.3B.88 [DK] 

F.3B.99 [REFUSED] 

F.3C The level of knowledge of representatives 

F.3C.1 [LOWEST] 

F.3C.2 

F.3C.3 [MIDDLE] 

F.3C.4 

F.3C.5 [HIGHEST] 

F.3C.88 [DK] 

F.3C.99 [REFUSED] 

F.3D The timeliness in processing of addressing your requests 

F.3D.1 [LOWEST] 

F.3D.2 

F.3D.3 [MIDDLE] 

F.3D.4 

F.3D.5 [HIGHEST] 

F.3D.88 [DK] 

F.3D.99 [REFUSED] 
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F.3E The usefulness of the information you received 



F.3E.1 [LOWEST] 
F.3E.2 

F.3E.3 [MIDDLE] 
F.3E.4 

F.3E.5 [HIGHEST] 
F.3E.88 [DK] 
F.3E.99 [REFUSED] 



F.4 Overall, how satisfied are you with any contacts that you have had with your lender, your 
guarantee agency, or your servicing agency regarding your 1996-97 loan? Are you: 

[Read list] 

F.4. 1 Very satisfied 

F.4.2 Somewhat satisfied 

F.4.3 Somewhat dissatisfied, or 

F.4.4 Very dissatisfied? 

F.4.88 [DK] 

F.4.99 [ REFUSED] 
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SECTION G: OVERALL LOAN PROGRAM SATISFACTION 



G.l Thinking about your overall loan program experience during the 1996-97 school year, how 
satisfied were you with your { LOANDEF } ? Would you say that you were: 

[Read list] 



G.1.1 
G.1.2 
G.1.3 
G.l. 4 
G.l. 88 
G.1.99 


Very satisfied 
Somewhat satisfied 
Somewhat dissatisfied, or 
Very dissatisfied? 

[DK] 

[REFUSED] 



G.2 How important were each of the following in determining your overall satisfaction with your 
{LOANDEF} during the 1996-97 school year — very important, somewhat important, 
somewhat unimportant, or not at all important? 

[Prompt, if necessary with list of responses] 



G.2A 


Ease of the loan application process 


G.2A.1 

G.2A.2 

G.2A.3 

G.2A.4 

G.2A.5 

G.2A.88 

G.2A.99 


Very important 
Somewhat important 
Somewhat unimportant 
Not at all important 
[NOT APPLICABLE] 
[DK] 

[REFUSED] 


G.2B 


Timeliness of receiving your loan funds 


G.2B.1 

G.2B.2 

G.2B.3 

G.2B.4 

G.2B.5 

G.2B.88 

G.2B.99 


Very important 
Somewhat important 
Somewhat unimportant 
Not at all important 
[NOT APPLICABLE] 
[DK] 

[REFUSED] 
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G.2C 


Explanation of loan terms by the financial aid 

[Prompt, if necessary: written or verbal 
regarding the terms of your loan] 


G.2C.1 


Very important 


G.2C.2 


Somewhat important 


G.2C.3 


Somewhat unimportant 


G.2C.4 


Not at all important 


G.2C.5 


[NOT APPLICABLE] 


G.2C.88 


[DK] 


G.2C.99 


[REFUSED] 


G.2D 


Effectiveness of your financial aid orientation 


G.2D.1 


Very important 


G.2D.2 


Somewhat important 


G.2D.3 


Somewhat unimportant 


G.2D.4 


Not at all important 


G.2D.5 


[NOT APPLICABLE] 


G.2D.88 


[DK] 


G.2D.99 


[REFUSED] 


{ IF DECONT NE 1 THEN SKIP TO LABEL G. 1 } 


G.2E 


Contacts with the Department of Education 


G.2E.1 


Very important 


G.2E.2 


Somewhat important 


G.2E.3 


Somewhat unimportant 


G.2E.4 


Not at all important 


G.2E.5 


[NOT APPLICABLE] 


G.2E.88 


[DK] 


G.2E.99 


[REFUSED] 


LABEL G. 1 {IF LOANTYPE NE FFESSL OR FFEUSL 1 


G.2F 


Explanation of loan terms by your lender 


G.2F.1 


Very important 


G.2F.2 


Somewhat important 


G.2F.3 


Somewhat unimportant 


G.2F.4 


Not at all important 


G.2F.5 


[NOT APPLICABLE] 


G.2F.88 


[DK] 


G.2F.99 


[REFUSED] 
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G.2G 


Explanation of loan terms by your guarantee agency 


G.2G.1 


Very important 


G.2G.2 


Somewhat important 


G.2G.3 


Somewhat unimportant 


G.2G.4 


Not at all important 


G.2G.5 


[NOT APPLICABLE] 


G.2G.88 


[DK] 


G.2G.99 


[REFUSED] 


G.2H 


Explanation of loan terms by your loan servicer 


G.2H.1 


Very important 


G.2H.2 


Somewhat important 


G.2H.3 


Somewhat unimportant 


G.2H.4 


Not at all important 


G.2H.5 


[NOT APPLICABLE] 


G.2H.88 


[DK] 


G.2H.99 


[REFUSED] 


LABEL G.2 {IF EXITCNSL NE 1 THEN SKIP TO LABEL H.l } 


G.2.I 


Effectiveness of exit counseling 


G.2I.1 


Very important 


G.2I.2 


Somewhat important 


G.2I.3 


Somewhat unimportant 


G.2I.4 


Not at all important 


G.2I.5 


[NOT APPLICABLE] 


G.2I.88 


[DK] 


G.2I.99 


[REFUSED] 
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SECTION H: PREVIOUS LOANS 



LABEL H. 1 {IF PREVLOAN NE 1 THEN SKIP TO 1. 1 } 



H.l 



You mentioned earlier in this interview that you had at least one prior student loan. I would 
like for you to think about the Federal student loan that you received immediatly before 
receiving your 1 996-97 stude nt loan. By that I mean the most recent Federal loan that you 
received, staitiiig with |lurihg-^the 1995-96 school yeai 7 or befoie. Please do not include 
multiple-disbursement loans or multiple loans for the 1996-97 school year. 



[Prompt, if necessary; the prior loan does not have to be from the previously indicated 
school] 



[Prompt, if necessary; the 1996-97 school year is between July 1, 1996 and June 30, 1997 
and the 1995-96 school year is between July 1, 1995 and June 30, 1996] 

Did you have one of the following types of Federal loans immediately prior to your 1996-97 
loan? 



H.1.1 

H.1.2 

H.1.3 

H.l. 4 

H.1.88 

H.1.99 



Federal Direct Subsidized Stafford Loan 
Federal Direct Unsubsidized Stafford Loan _ 
Federal Family Education Subsidized Stafford Loan 
Federal Family Education Unsubsidized Stafford Loan 
[DK] 

[REFUSED] 




H.2 How did your overall experience in obtaining your 1996-97 Federal loan compare with your 
experience obtaining your prior Federal loan? Was it; 



H.2.1 


More positive 




H.2.2 


Less positive, or 


(SKIP TO H.4) 


H.2.3 


About the same? 


{SKIPTOH.4} 


H.2.88 


[DK] 


(SKIP TO H.4) 


H.2.99 


[REFUSED] 


(SKIP TO H.4) 
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H.3 Why do you consider your overall experience with your 1996-97 (prior) loan experience to be 
more positive? 



[DO NOT READ LIST] 

{MUL=10} 

H.3. 1 I WAS MORE FAMILIAR WITH THE PROCESS WHEN APPLYING FOR MY 1996- 

97 LOAN 

H.3.2 THE PAPERWORK NECESSARY TO GET THE LOAN WAS EASIER TO 
COMPLETE 

H.3.3 THERE WAS LESS PAPERWORK 

H.3.4 I DID NOT HAVE TO WALT AS LONG TO GET MY LOAN 
H.3.5 THERE WERE SHORTER LINES 

H.3.6 THE FINANCIAL AID STAFF WAS MORE HELPFUL AND ACCESSIBLE 
H.3 .7 THE LENDER OR GUARANTOR INTERACTION WAS HELPFUL 

H.3. 8 Other [Specify] 

H.3.88 [DK] 

H.3. 99 [REFUSED] 



H.4 For each of the following specific aspects of the loan process, please tell me how your 
experience with your 1996-97 Federal loan compares with your experience in obtaining your 
prior loan? Specifically, was it more postitive, less positive, or about the same? 



H.4A 


The loan application process 


H.4A.1 


More positive 


H.4A.2 


Less positive 


H.4A.3 


About the same 


H.4A.4 


[NOT APPLICABLE] 


H.4A.88 


[DK] 


H.4A.99 


[REFUSED] 


H.4B 


The timeliness of receiving loan funds 


H.4B.1 


More positive 


H.4B.2 


Less positive 


H.4B.3 


About the same 


H.4B.4 


[NOT APPLICABLE] 


H.4B.88 


[DK] 


H.4B.99 


[REFUSED] 
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H.4C 


The explanation of terms by the financial aid office 


H.4C.1 


More positive , 


H.4C.2 


Less positive 


H.4C.3 


About the same 


H.4C.4 


[NOT APPLICABLE] 


H.4C.88 


[DK] 


H.4C.99 


[REFUSED] 


H.4D 


Entrance counseling 


H.4D.1 


More positive 


H.4D.2 


Less positive 


H.4D.3 


About the same 


H.4D.4 


[NOT APPLICABLE] 


H.4D.88 


[DK] 


H.4D.99 


[REFUSED] 


H.4E 


Contacts with the Department of Education 


H.4E.1 


More positive 


H.4E.2 


Less positive 


H.4E.3 


About the same 


H.4E.4 


[NOT APPLICABLE] 


H.4E.88 


[DK] 


H.4E.99 


[REFUSED] 


-HT LQA^ 


JTVPI^ MFi TTTTTi*^*^! T7nm-?TTr<T rv^T-rr^iLr 






xjL xx-.x\:xv*/x 

H.4F 


Explanation of loan terms by your lender 


H.4F.1 


More positive 


H.4F.2 


Less positive 


H.4F.3 


About the same 


H.4F.4 


[NOT APPLICABLE] 


H.4F.88 


[DK] 


H.4F.99 


[REFUSED] 
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H.4G 


Explanation of loan terms by your guarantee agency 


H.4G.1 


More positive 


H.4G.2 


Less positive 


H.4G.3 


About the same 


H.4G.4 


[NOT APPLICABLE] 


H.4G.88 


[DK] 


H.4G.99 


[REFUSED] 


H.4H 


Explanation of loan terms by your loan servicer 


H.4H.1 


More positive 


H.4H.2 


Less positive 


H.4H.3 


About the same 


H.4H.4 


[NOT APPLICABLE] 


H.4H.88 


[DK] 


H.4H.99 


[REFUSED] 


H.4I 


Exit counseling 


H.4I.1 


More positive 


H.4I.2 


Less positive 


H.4I.3 


About the same 


H.4I.4 


[NOT APPLICABLE] 


H.4I.88 


[DK] 


H.4I.99 


[REFUSED] 



H.5 Did you consolidate your 1996-97 {LOANDEF} loan with your previous loan? 

Yes 

No {SOP TO 1.1} 

[DK] (SOP TO 1.1} 

[REFUSED] { SOP TO 1. 1 } 

H.6 Since you have consolidated your student loans, are you more satisfied or less satisfied with 
the level of assitance received from the loan services? 



H.5.1 

H.5.2 

H.5.88 

H.5.99 



H.6.1 


More satisfied 


H.6.2 


Less satisfied 


H.6.3 


No difference 


H.6.88 


[DK] 


H.6.99 


[REFUSED] 
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SECTION I; DEMOGRAPHIC CHARACTERISTICS 



1. 1 The last few questions are for research puiposes only. In order to group answers into specific 
categories, I need to ask . . . 

What degrees or certificates, if any, have you received from {SCHOOL NAME}? 

[Read List] 

[Check all that apply] 

(MUL=7) 

1. 1 . 1 Certificate or diploma 

1.1.2 Associate’s degree 

1. 1 .3 Bachelor’ s degree 

1. 1 .4 Master’ s degree 

1. 1 .5 Doctoral degree 

1. 1 .6 Professional degree [Prompt, if necessary: such as law, medical, or dental degrees] 

1.1.7 Other [Specify] 

1. 1 .8 None 

1.1.88 [DK] 

1.1.99 [REFUSED] 



(IF INSCH =0,THEN SKIP TO 1.3} 

1.2 What degrees or certificates, if any do you anticipate earning from { SCHOOL NAME } ? 
[Read list] 

[Check all that apply] 

{MUL=7} 

1.2. 1 Certificate or diploma 

1.2.2 Associate’s degree 

1.2.3 Bachelor’s degree 

1.2.4 Master’s degree 

1.2.5 Doctoral degree 

1.2.6 Professional degree [Prompt, if necessary: such as law, medical, or dental degrees] 

1.2.7 Other [specify] ^ ■' 

1.2.8 None 

1.2.88 [DK] 

1.2.99 [REFUSED] 



er|c 
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1.3 When you received your 1996-97 loan, did you also receive a Pell Grant? 



1.3.1 YES 

1.3.2 NO 

1.3.88 [DK] 

1.3.99 [REFUSED] 



1.4 Did you attend {SCHOOL NAME} full time, at least half time, or less than half time during 
the 1996-97 academic year? 

1.4. 1 FULL TIME f Prpmp^t^vif necessht^,::;!^^^^ CreMslff^:S^^ 

1.4.2 AT LEAST HALF TIME (Prompt, if necessary:9 fo 

1.4.3 LESS THAN HALF TIME !{ pympt. if^ece^^^ l|||lL^|lcf|di^^^ 

1.4.88 [DK] 

1.4.99 [REFUSED] 



1.5 Which of the following best describes (SCHOOL NAME} Is it : 



[Read list] 



1.5.1 


A four-year college or university 


{YEAR=1} 


1.5.2 


A community or junior college 


{YEAR=2} 


1.5.3 


A two-year-or-more career school 


{YEAR=2} 


1.5.4 


A more-than-one-year but less-than-two-year career school 


{YEAR=2} 


1.5.5 


A single-year or less-than-one-year career school 


{YEAR=2} 


1.5.6 


Professional School [Prompt, if necessary; such as law. 






medical, or dental school] 


{YEAR=1} 


1.5.7 


Graduate School [Prompt, if necessary: for masters or 






doctoral program] 


{YEAR=1} 


1.5.8 


Other [specify] 




1.5.88 


[DK] 




1.5.99 


[REFUSED] 





(IFINSCH =ij^ND YEAR NE 1, THEN SKIP TO 1.7} 

|JE,®S|&H=b:SiOTrTO 

^TOT7]l 




227 



STUBORR.fhl 



31 



1.6 Which of the following best describes your present education level? 
[Read list] 

1.6. 1 Freshman 

1.6.2 Sophomore 

1.6.4 Junior 

1.6.5 Senior 

1.6.6 Master’s degree candidate 

1.6.7 Doctoral degree candidate 

1.6.8 Professional degree candidate 

1.6.8 Other [specify] 

1.6.88 [DK] 

1.6.99 [REFUSED] 

(SKIP TO 1.8} 

1.7 Which of the following best describes your present education level? 
[Read list] 



1.7.1 


First year 


1.7.2 


Second or later year 


1.7.3 


Other [specify] 


1.7.88 


[DK] 


1.7.99 


[Refused] 



1.8 When you applied for your 1996-97 loan at [SCHOOL NAME], were you classified by the 
financial aid office as an independent student or a dependent student? 

[Prompt, if necessary with definitions of each classification given in training manual] 

1.8.1 INDEPENDENT STUDENT 

1.8.2 DEPENDENT STUDENT 

1.8.88 [DK] 

1.8.99 [REFUSED] 



1.9 To make sure we include all segments of the population, I need to ask: 
What is your age? 



1.9. 1 [Age Given] { SKIP TO 1. 1 1 } 

1.9.2 [REFUSED] 

1. 10 Which of the following groups best describes your age? 
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[Read list] 



1. 10.1 


17-20 


1.10.2 


21-24 


1.10.3 


25-34 


1.10.4 


35-44 


1.10.5 


45-54 


1.10.6 


55-64 


1.10.7 


65 and over 


1.10.88 


[DK] 


1.10.99 


[REFUSED] 



1. 1 1 Would you classify yourself as: 
[Read list] 



I.ll.l 


American Indian or Alaskan Native 


1.11.2 


Asian or Pacific Islander 


1.11.3 


Black, not of Hispanic origin 


1.11.4 


White, not of Hispanic origin 


1.11.5 


Hispanic, or 


1.11.6 


Other [specify]? 


1.11.88 


[DK] 


1.11.99 


[REFUSED] 



(IT INSCII NE 0 SICIT TO LABEL 1. 1 } 

|[lfl^SClS OR S]^ to 



1. 12 Which of the following best describes the highest level of education that you have completed? 
[Read list] 

1. 12. 1 High school graduate or equivalent 

1. 12.2 Certificate or diploma 

1.12.3 Associate’s degree 

1.12.4 Bachelor’s degree 

1.12.5 Master’s degree 

1. 1 2.6 Doctoral degree 

1.12.7 Professional degree [Prompt, if necessary: such as a law, medical, or dental degree], or 

1. 1 2 . 8 Other [ specify] ? 

1.12.88 [DK] 

1.12.99 [REFUSED] 
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1. 13 Which of the following best describes your current employment status? 

[Read list] 

1. 13. 1 Employed full-time, or at least 35 hours per week 

1.13.2 Employed part-time, or under 35 hours per week,or 

1.13.3 Notemployed? {SKIPTOI.16} 

1.13.88 [DK] 

1.13.99 [REFUSED] 



LABEL 1. 1 { IF INSCH NE 1 OR TRNSFR NE 1 THEN SKIP TO 1. 15 } 



1. 14 On the average, how many hours per week do you work during the school year? 
[Read list] 



1.14.1 0 hours {SKIPTOI.16} 

1.14.2 1-5 hours 

1.14.3 6-10 hours 

1.14.4 11-20 hours 

1.14.5 More than 20 hours 

1.14.88 [DK] 

1. 14.99 [Refused] 



1. 15 Are you currently employed in a field that is related to your major? 

1.15.1 YES 

1.15.2 NO 

1.15.88 [DK] 

1.15.99 [REFUSED] 



1. 16 Which of the following categories best describes your current annual income? 



[Read list] 



1.16.1 


Less than $20,000 


1.16.2 


$20,000 - $39,999 


1.16.3 


$40,000 - $49,999 


1.16.4 


$50,000 - $74,999, or 


1.16.5 


$75,000 or more? 


1.16.88 


[DK] 


1.16.99 


[REFUSED] 
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1.17 GENDER OF RESPONDENT 



[VOICE RECOGNITION ONLY] 

1.17.1 MALE 

1.17.2 FEMALE 

1.17.3 UNKNOWN 



ERIC 
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SECTION!: GENERAL OBSERVATIONS 



J . 1 That completes all the questions that I have to ask you. Are there any additional comments that 
you would like to make regarding your loan or the Federal Student Loan Program? 

J. 1 . 1 YES [Enter comments] { SKIP TO TERMINATION SCREEN } 

J. 1 .2 NONE { SKIP TO TERMINATION SCREEN } 



{TERMINATION SCREEN} 

That is all the questions I have for your. Thank you very much for your time and help. 
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This report represents the fourth and last in our series of reports describing the events 
surrounding the Direct Loan Program during the 1996-97 academic year. Other available 
reports for the 1996-97 academic year include 

• Survey of Institutions Participating in the Federal Direct Loan and Federal Family 
Education Loan Programs: Academic Year 1996-97 

• Assessment of Department of Education Administration of the Direct Loan Program: 
Academic Years 1995-96 and 1996-97 

• Case Study Summary Report: Academic Year 1996-97. 
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